Public Serfrice Qommission of the Bistrict of Columbis
1333 H Street, N.-W., 2nd Floor, West Tower
‘Washington, D.C. 20005
(202) 626-5100
www.dcpsc.org

September 30, 2002

RECEIVED

Ms. Marlene H. Dortch

Office of the Secretary 0CT -1 2002

FederaLCommunications Commission FEDERAL COMMUNICATIONS COMMISSION

4R45 IZT\%&;?’ZSSW OFFICE OF THE SECRETARY
oom TW-

Washington, DC 20554

Re:  Application for Renewal of Current
TRS State Certification

Dear Ms. Dortch:

On May 1, 2002, the Federal Communications Commission “Fce»
Public Notice DA 02-1006, which requested that all States submit applic
renewal of current TRS State certification on or before October 1, 2002. Respectfully,
the Public Service Commission of the District of Columbia (“DCPSC™) requests that the

FCC accept the attached Application, and four copies, for Renewal of Current TRS
Certification.

) issued
ations for

Should you require further information, please do not hesitate to call me on (202)
626-5110. You may also reach me at acartagena@dcpsc.org,
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Before the
Federal Communications Commission
Washington, D.C. 20554

In the Matter of

TRS Renewal Application
For the District of Columbia

R T

APPLICATION FOR RENEWAL OF CURRENT TRS STATE CERTIFICATION

The Public Service Commission of the District of Columbia (“DCPSC”
Washington DC, Inc. (“Verizon DC™)

} and Verizon—
» pursuant to the Federal Communications Commission’s
(“FCC”) May 1, 2002, Telecommunications Relay Service (“TRS”) public notice, hereby submit
the TRS state renewal application for the District of Columbia (“D.C.” or “District”).! As
required by the Notice, the DCPSC and Verizon DC hereby submit documentation pursuant to
Section 64.605 of the FCC’s tules governing the provision of TRS.> The District of Columbia
has elected to institute D.C. TRS through regulation by the DCPSC of an intrastate common
carrier, Verizon-DC, Furthermore, Verizon-DC has selected a vendor through competitive

bidding -- AT&T -- to assist in providing TRS in the District of Columbia.?

1 See Telecommunications Relay Services (TRS) Applications Jor State Certification and Renewal of Current
Certifications Accepted until October 1, 2002, Public Notice, DA 02-1006, released May 1, 2002 (“Notice™).

2 47 C.F.R. § 64.605 (2001),

3 See 47 U.S.C. § 225 (£)(2)(A) (2000).




Notice, the DCPSC hereby submits, in compliance with Section 64.605 of the FCC’s 1'ules,4
documentation which establishes that D.C. TRS meets all of the FCC’s operational, technical,
and functional minimum standards in Section 64.604 of the FCC’s TRS rules,” and in some
respects exceeds those standard. Further, the DCPSC states that adequate procedures and

remedies have been established for enforcing the requirements of the District’s program, and that

OVERVIEW

Pursuant to the Notice released by the FCC on May 1, 2002, the DCPSC hereby submits
this application for renewal of the certification of the District’s TRS system. As required by the

the District’s program does not in any way conflict with Federal law.

® -

47 C.F.R § 64.605 provides, in pertinent part, that:

(a) State documentation. Any state, through its office of the govemnor or other delegated executive
office empowered to provide TRS, desiring to establish a state program under this section shafl
submit, not later than October 1, 1992, documentation to the Commission addressed to the Federal
Communications Commission, Chief, Common Carrier Bureau, TRS Certification Program,
Washington, DC 20554, and captioned “TRS State Certification Application,” All documentation
shall be submitted in narrative form, shall clearly describe the state program for implementing
intrastate TRS, and the procedures and remedies for enforcing any requirements imposed by the

state program. The Commission shall give public notice of states filing for certification including
notification in the Federal Register.

(b) Requirements for Certification, After review of state documentation, the Commission shall

certify, by letter, or order, the state program if the Commission determines that the state
certification documentation:

(1) Establishes that the state program meets or exceeds all operational,
technical, and functional minimum standards contained in § 64.604;

2) Establishes that the state program makes available adequate procedures
and remedies for enforcing the requirements of the state program; and

(3) Where a state program exceeds the mandatory minimum standards

contained in §64.604, the state establishes that its program in no way
conflicts with federal law,

47 C.FR. § 64.604 (2001). Compliance data is attached as Exhibit 1.




On September 5, 1991, the DCPSC issued an Order® initiating an investigation to
determine whether there was a need for Verizon DC to provide TRS in the District of Columbia,
and, if the DCPSC decided there was a need, when D.C. TRS should be provided, what standards
should be applicable, and how D.C. TRS should be funded. On January 27, 1992, the DCPSC

issued Order No. 9927%, which adopted TRS in the District of Columbia. The DCPSC
concluded, in pertinent part, the following:

1. D.C. TRS should be a commercial entity;

2. D.C. TRS would be owned and operated by a third-party vendor under contract
with Verizon DC after a competitive bidding process;

3. The D.C. TRS system must meet all FCC standards and shall exceed those
standards in at least the following respects:

a. The overall system requirement shall be a minimum typing speed of 45 words
per minute. Individual Communications Assistants (“CAs") will be permitted
to build up to the 45 words-per-minute speed during the initial three months
after hiring;’

b. Actual relay service shall begin within 30 seconds of answering;'® and

c. CAs must be high school graduates or shall have passed a high school
equivalency examination and they shall be able to accurately translate the
language and vocabulary used by TRS users, irrespective of the degree of
technical sophistication of that language;!!

4.

The D.C. TRS vendor should be required to have procedures in place for handling
complaints “in-house;”

6

Formal Case No. 850, In the Matter of the Investigation Into the Reasonableness of the Authorized Return

on Equity, Rate af Return, and Current Charges and Rates For Telecommunications Services Offered by the

Chesapeake and Potomac Telephone Company, Order No. 9809, rel. September 5, 1991.

7 Verizon was created as a result of the merger of Bell Atlantic and GTE in J uly 2000.

8

Formal Case No. 850, Order No. 9927, rel. January 27, 1992. The relevant portions of which are attached
as Exhibit 2.

9 Id. at 174.

id
Id. at 174-17s.

10

11




5. The DCPSC would establish an advisory board to provide community input to the

DCPSC, Verizon DC, and the TRS provider. 2

On March 9, 1992, after conducting a competitive bidding process, Verizon DC selected
AT&T as its TRS vendor." According to the agreement between Verizon DC and AT&T, 85
percent of all calls were to be answered within 10 seconds. Intrastate TRS in the District of
Columbia began on May 7, 1992, and interstate service was initiated on May 16, 1992. The
mitial five-year contract between Verizon DC and AT&T has been extended for a term ending
May 5, 2004,

The telephone numbers for TRS are (202) 855-1000 (voice), (202) 855-1234 (Text
Telephone), and the 711 dialing which was added in the year 2000. Since the inauguration of the
service, the number of calls has increased from 6,215 in May 1992 to an average of 26,032 calls
per month for the year 2001. Recent statistical data reveals that during the two months of
January and February 2002, calls have dropped to an average of 25,366 per month. Exhibit 4
provides a description of the features that are currently available through D.C. TRS."

12 Id. at179.

B Bell Atlantic (Verizon-DC’s Predecessor

{(“Agreement 17) executed May 6, 1992 (Exhibit 3).
14

) and AT&T Telecommunications Relay Service Agreement

Bell Atlantic and AT&T Telecommunications Rel

ay Service Agreement (“Amendment 2") executed April
4,2001. Attached as Exhibit 4.

15

Id. Attachment A 1.




D.C. TRS PROGRAM DESCRIPTION

A OPERATIONAL STANDARDS

Section 64.604(a) of the FCC’s rules generally describes the minimum operational

standards that must be met by state TRS programs, including: (1} qualifications and training for

CAs; (2) policies and practices regarding confidentiality and conversation content; and (3)

policies and practices concerning types of calls. The District’s TRS program meets these
standards by requiring the following:

1. Communications Assistant Skills/Competencies'®

a.

CAs must be high school graduates or have passed a high school
cquivalency examination. CAs relay conversations verbatim as required
by the FCC. At the request of the customer, CAs translate American
Sign Language (“ASL”) text to conversational English;

CAs must type a minimum of 60 words per minute, from written and
oral sources, within 90 days of employment;

CAs are required to pass a Basic Skills Test and have the spelling skills
necessary to readily spell words at a beginning college level of
conversation;

CAs must successfully complete a comprehensive performance-based
Proficiency examination. This extensive examination has both an oral
and a written component and covers spelling, dictation, call handling
procedures (including the handling of emergency calls), characteristics
of ASL (as it may be reflected in the written language of TT users), deaf
culture, ethics and confidentiality, and professional judgment; and
AT&T and Verizon DC have developed a continuation training plan and

testing criteria to ensure that all CAs are able to meet these standards

throughout their employment.'’

16

AT&T Response to Telecommunications Rela

¥ Service Request For Proposal (AT&T Response) § 3.13;

See also § 2.22.1 of AT&T Response {Exhibit 5, relevant portions).

17

1d. § 3.6.




“ 2. Confidentiality and Conversation Conten

a. Each CA must adhere to the “AT&T Code of Ethics” and must keep all
communicated information strictly confidential;'®

All CAs are required to sign the Pledge of Confidentiality promising not
to disclose the identity of any callers, fellow CAs, or any information

learned during the course of relaying call;'?

To ensure privacy, no written or electronic script of any conversations
are 1‘11:11intr:1in~=:d;20

CAs and supervisory personnel do not reveal any information about any
call. The TRS facility records and retains the minimum data necessary
for billing purposes:?*

Entry to the TRS facility is controlled to ensure maximum security. The
CA floor is accessible only to authorized personnel. No one, including
other CAs, is allowed to watch or listen to a CA relay messages. The

only exception made is for on-the-job training and supervision;*?and

o CAs are not permitted to make value judgments regarding the legality or

obscenity of the content of messages. They must relay all messages
received.?

3. Type of Calls

a. There is no limit to the number or the length of calls made through
TRS.* Single and sequential calls are permitted;

1.§2.62(2).

Id.§§ 2.6.2 (3), 2.6.5.

20

Id. §26.1.

2t

Id.

22

Id §26.6,

23

Id §2.6.1.

Id §2.12.1.




b. D.C. TRS completes: 1) all calls originating in the District of Columbia,
including interstate and international calls that terminate to English
speaking persons; and 2) calls originating in the Virginia and Maryland
portions of the Washington, D.C. local calling areas which terminate in
the District of Columbia;*® and

¢. In the event of an emergency, CAs are instructed to complete the call.

CAs must stay on the line and provide assistance to the caller and the

emergency agency.”®
B. TECHNICAL STANDARDS

Section 64.604(b) of the FCC’s tules describes generally the minimum technical
standards that must be met by state TRS programs, mcluding: (1) ASCII and Baudot formats: (2)
speed of answer; (3) equal access to mterexchange carriers (“IXCs™); (4) TRS facilities; and (5)
technology. The District’s TRS program meets these standards by requiring the following:

1. ASCII and Baudot

TRS is capable of receiving and transmitting with ASCII and Baudot at speeds up
to and including 2400 bps.?’

2. Speed of Answer

TRS is designed to ensure that 85% of all calls are answered within 10 seconds of

commencement of queue/CA ringing with actual relay service to begin within 30

seconds of answer.® All calls are routed through the D.C. TRS Center for

completion. The D.C. TRS Center is staffed at a level of thirty (30) CA’s. Any
overflow from the D.C. TRS center is transferred to AT&T’s Next Available

» Id §22.1.

26

Id. §2.7.1.

u Id §2.8.1,

28

Agreement 1, p. 2.




Assistant (“NAA™) located in AT&T’s other TRS centers, which are not
physically located within the District.?*

3. Equal Access to Interexchange Carriers

D.C. TRS users have access to their chosen interexchange carriers® and to all

other operator services. °!

4. TRS Facilities

TRS facilities are operational 24 hours a day, seven days a week.”> D.C. TRS and
other AT&T TRS facilities through which calls are routed are equipped with

backup power.” D.C. TRS calls are translated in real time.** The blockage rate is
1/100.%

5. Technology

Both Voice and Hearing Carryover are provided by D.C. TRS upon request by the
TRS user.”® Verizon DC negotiated with AT&T to offer TURBO-Code, which is
a faster TDD speed, which allows persons to communicate at the rate typed with

no delay. TURBO-Code also provides an interrupt feature so that the receiver can
tell the sender to pause.

P

0

i

32

33

34

a5

36

Id.

Response § 2.21.1.

Id §2.26.1.

Id §22.1.

Id. § 2.10.1; See also § 3.3.
Id §3.1.1.

ld §212.2.

id §2.14.




I C. FUNCTIONAL STANDARDS

Section 64.604(c) describes generally the minimum functional standards that must be met
by state TRS programs, including: (1) public access to information; (2) rates; and (3)

jurisdictional separation of costs. The District’s TRS program meets these standards by
requiring the following:

1. Public Access to Information®’

a. The DCPSC has formed a TRS Advisory Board (“Board”) to advise the
PSC, Verizon DC, and AT&T on the operation of the District’s TRS
system. The Board is composed of representatives from the following:

DCPSC Staff, Office of the People’s Counsel (“OPC™), Verizon

DC, AT&T, District of Columbia Government, Federal

Government, President of Gallaudet, District of Columbia

Association of Deaf Citizens (“DC ADC”), DC Chapter of the

Association of Late-Deaf Adults, Self Help for Hard of Hearing

O Persons, Black Deaf Advocates, Metro Washington Association of
Deaf/Blind.

‘TRS-related bill inserts, brochures and other outreach data are prepared

by both Verizon DC and AT&T, and distributed by each at community

events. A new brochure is currently in development by Verizon DC. In

1992, a Public Service Anmouncement (“PSA”) was produced by AT&T

and distributed to the local cable stations and networks. The PSA ran
for nine months;

c. Designated AT&T employees, skilled in ASL and deaf culture, facilitate

implementation of an outreach plan;

d. Forums have been held on topics such as how to use TRS, TRS Features,
and how to make complaints regarding the District’s TRS system; and
e. Verizon DC provides public access to D.C. TRS services through

publication in its dircectories of TRS instructions and Text Telephone

(“TT”) numbers, and through directory assistance services.

. 37

Id. at4;§2722.1.




D.

2, Rates

There is no charge to access D.C. TRS.®® Access is as follows: Voice
(202) 855-1000 and TT (202) 855-1234, and the 711 dialing. For
interLATA/interstate calls, customers access the center by dialing the
above numbers:

Local TRS calls made from public pay tclephones are provided at no
charge;

Local calls are completed at rates as specified in the tariffs approved by
the DCPSC; and

Interstate calls are provided at the rates established by the carrier
designated by the customer to handle the call. In accordance with the

carriers’ interstate tariffs, discounts for hearing and speech impairments

may also apply.>®

3. Jurisdictional Separation of Costs

Costs for the provision of intrastate D.C. TRS are recovered through base rates.

PROCEDURES AND REMEDIES*

The D.C. TRS system’s complaint procedures provide for the following:

1.

Customers may direct complaints, comments and commendations directly to the

D.C. TRS Center (AT&T), Verizon DC, the DCPSC or OPC. Complaints sent to

the DCPSC and OPC are forwarded to Verizon DC, which in turn forwards the
complaints to AT&T;

1d §24.1.

Id §2.5.1.

AT&T Response § 3.9,

10




. A toll-free, consumer hot line is accessible to callers to express complaints,

commendations and comments. The number is (800) 682-8786 for TT and (800)
682-8700 for voice;

3. Customers can request and are immediately transferred to a D.C. TRS Center
administrator or manager trained in complaint, comment, and inquiry handling;

4. AT&T responds, in writing and within fifteen (15) days from the date of Verizon
DC’s inquiry, to each D.C. TRS service complaint forwarded from Verizon DC;

5. Each signed letter of complaint is acknowledged in writing by AT&T, or a
representative of the company contacts the complainant, if requested;

6.

Records of all complaints including their resolution are maintained by AT&T and
made available to Verizon DC or to the DCPSC upon request. Records will be

O maintained for the life of the contract and for twelve (12) months after conclusion
of the contract period;

7. AT&T and Verizon DC’s representatives on the Board listen to complaints from
the other members of the Board, resolve these complaints, and report all
resolutions back, to the Board; and

8.

AT&T provides quarterly reports to Verizon DC concerning traffic volumes,
costs, and levels of service and customer satisfaction. These reports are evaluated

by Verizon DC to determine whether AT&T is meeting its service obligations.

E. CONFLICT WITH FEDERAL LAW

To the extent that the CA qualifications identified at pp. 5-6, exceed the requirements of

the FCC, these requirements in no way conflict with federal law.

11




F. CONCLUSION

‘ Based upon the forgoing, the DCPSC respectfully requests that the FCC renew State
certification of the D.C. TRS program.

Respectfully submitted,
‘anddi M.

Chailma.n}z{

Public Service Commission of the
District of Columbia

1333 H Street, N.W.

Washington, D.C. 20005

o Lo J O

David A. Hill, Esq.
Vice President & General Counsel

Verizon Washington, DC Inc.
0 1710 H Street, NW

Washington, D.C. 20006

12
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DCPSC TRS COMPLIANCE DATA

Exhibit 1




)

)

DISTRICT OF COLUMBIA RELAY SERVICE
ANNUAL CONSUMER COMPLAINTS SUMMARY
JUNE 2001 - MAY 2002

June 2001 — Nothing to report

July 2001 — Nothing to report

August 2001 — Nothing to report
Rt

September 2001

TTY September 21,2001

The customer complained that afier reaching a CA, and providing the number to dial, the CA
was slow to respond.

Category: Attitude and Manner

Escalation: Received by the National Relay Center, RI and handled by the same.

Resolution: Apologized for the inconvenience, and assured the customer the CA's manager-
would follow up accordingly.

Contact Closed: September 21, 2001
FCC: Answer Performance

October 2001

TTY October 23,2001

The customer complained the CA would not accommodate her request for a female CA.
Category: Attitude and Manner

Escalation: Received by the National Relay Center, PA and handled by the same.

Resolution: Apologized and offered to have a female CA complete the call.
Contact Closed: October 23, 2001

FCC: Gender Accommeodation

November 2001 — Nothing to report
December 2001 — Nothing to report
January 2002 — Nothing to report
February 2002 — Nothing to report

March 2002

TTY March 6, 2002

The customer complained a male CA would not transfer her to a female CA at her request.
Category: Other (CA/OPR)
Escalation: Received by the National Relay Center, PA and handled by the same.

Resolution: Apologized to the customer, and explained her complaint would be documented.
Contact Closed: March 6, 2002

FCC: Gender Accommodation

April 2002 - Nothing to report
May 2002 — Nothing to report

AT&T PROPRIETARY - Use Pursuant to Company Instructions
DCFCC0601 - 0502

Pape 1 0f 1




Q . Names of the Contacts for TRS Consumer Information and Complaints

DC Public Service Commission
v
Linda Jordan, Director
Office of the Consumer Services
DC Public Service Commission
9% Floor West Tower
1333 H Street, NW
Washington, DC 20005
Tel: (202) 626- 5120
Fax: (202) 626- 9210
TTD (202) 628- 2428
ljordan@dcpsc.org

Interstate TRS Provider

Teresa Fenney
AT&T Consumer Care
100 8. Jefferson Street, Suite 115
Q New Castle, PA 16101
Tel: (800) 682- 8706
TTY(800) 682- 8786
Fax: (888) 288-2184
Website: www.att.com/relay/feedback. html




DISTRICT OF COLUMBIA RELAY SERVICE
ANNUAL CONSUMER COMPLAITNS SUMMARY
JUNE 2001 - MAY 2002

During the Period of June 2001 — May 2002 no complaints regarding the TRS services
received by the DC Publi¢ Service Commission.







ORDER NO. 9927 (relevant portions)

Exhibit 2




| 850-T 664

PUBLIC SERVICE COMMISSION OF THE DISTRICT OF COLUMBIA
450 FIFTH STREET, N.W., WASHINGTON, D.C. 20001

OPINION AND ORDER

January 27, 1992

FORMAL, CASE NO. 850, IN THE MATTER OF INVESTIGATION INTO THE
REASONABLENESS OF THE AUTHORIZED RETURN ON EQUITY, RATE OF RETURN,
AND CURRENT CHARGES AND RATES FOR TELECOMMUNICATIONS SERVICES
OFFERED BY THE CHESAPEARE AND POTOMAC TELEPHONE COMPANY,

e e A v A SAMIAIAL 4D DERUNG CUMPANY

Order No. 9927

Before the Commission:

=
T3
. T &
Howard C. Davenport, Chairman o E
Belva D. Newsome, Commissioner -y
Edward M. Meyers, Commissioner o
B
BN 1
APPEARANCES: —--
Lee A. Satterfield, Eric N. Miller, Christopher W. Savage,

Leslie A. Vial, Mark J. Mathis and Sherry F. Bellamy for Chesapeake
and Potomac Telephone Company; Elizabeth A. Noel, Michael A. McRae,
Cathy Thurston, Frederick D. Coocke, Joanne Doddy Fort, Karen R.
Sistrunk and John Dodge for the Office of the People’s Counsel;
Glen A. Stover and Mark A. Keffer for American Telephone and
Telegraph Company; Hubert Anderson, Jr. and David J. Nelson for
D.C. Association of Deaf Citizens; Barbara E. Brown, Dorren E.
Thompson, Leslie H. Nelson, Herbert O. Reid, Sr., and John Payton
for the District of Columbia Government; Robert C. MacKichan, Jr.,
Vincent L. Crivella, Michael J. Ettner, Leigh Ann Holt and Edmund
W. Chapman for the General Services Administration; Robert cC.
Lopardo for MCI Telecommunications Corporation; Andrew D. Lipman
and Helen E. Disenhaus for Metropolitan Fiber Systems of
Washington, D.C.; Alfred Sonnenstrahl for Telecommunications for
the Deaf, Inc.; Keith Townsend for U.S. Sprint Communications
Company Limited Partnership; Brenda K. Pennington, Margo P. Domon,
Josephine Scarlett-Simmons and Lisa C. Wilson for the Commission
Staff; and Daryl L. Avery, General Counsel to the Commission.

7




order No. 9927__géj;(19 Page 167

Prescot New Preaent Proposed Ann
Units Rate Rate Differcace Ann Rev Am Rev Enspact

Service {A) [1:)] © {D=BC) {E=A3Bx12) (F=AxCx1D (G=EP
1, New Ezon 11 7,250 3 0.00 $1.00 $ 1.00 $ 0 $ 17,000 $ §7,000
2. Pres Econ I - 2,905 '$3m $1.00 3IQ.2Y S 133,514 $ 34,360 % (95,654)
3. Econ 1,116 $4.47 $1.00 $ 34N § 59852 $ 13,391 $ (46,457)
4. Fis! Ratc 2,236 $14.54 $1.00 $(13.54) $ 400,935 $ 26,836 $(374,098)
3. DC Only 2,236 3$9.16 $1.00 3 32.18 $ 245821 § 26,336 3213,

6. Message Rt 2,236 §7.64 S1L00 b (6.64) $ 205029 326,235 glnilg
TOTAL 17,980 $1,045,157 $215,760 (329,99

Given the $111,505 cost of waiving the service connection charges,

the estimated revenue impact of $829,397 must be increased to yielad
a total estimated revenue reduction of $940,902.

B. Telecommunications Relay Services

On July 26, 1991, the Federal Communications Commission
("FCC") issued an order amending its rules to regquire each common
carrier providing telephone voice transmission services to provide
telecommunications relay services ("TRS") by July 26, 1993
throughout the area in which it offers services, "individually,
through designees, through a competitively selected vendor, or in
concert with other carriers."® This order was issued pursuant to

1%(...continued)
Line 2: All present Economy II customers (2,905) will
take the revised Economy II service.
Line 3: 3,848 households subscribe to Economy I, and 29%

of those will become new Economy II subscribers
(.29 x 3,848 = 1,11¢).

Lines 4~6: The remaining Economy II sexrvice units [17,980-
(7,250 + 2,905 + 1,116) = 6,709] will be split
equally among former flat rate, DC only, and
message rate services (6,709 + 3 = 2,236),

Lines 2-6: "“Present rates" are those now in effect, not
those which will be approved by the Commission
through the current rate proceeding.

105 In the Matter of Telecommunications Services for Individuals
With Hearing_ and Speech Disabilities, and the Americans wi
' Disabilities Act of 1990 Report and_oOrder and Request for

Comments, CC Docket No. 90-571, FCC 91-213, Released July 26,
1991 at 1-2.




‘ order No. 9927 Page 168

the Americans With Disabilities Act of 1990 ("ADAM) 0%

which
requires common carriers to provide TRS.

47 U.S.C. § 225(b) (3).

On September 5, 1991, the Commission issued an Orderxr'?”’
the following issue

No. 850:

adding
(and numerous sub-issues) to Formal Case

1s there a need for C&P to provide
Telecommunications Relay Services in the District
of Columbia, and, if so, when should they be
provided, what standards should be applicable, and
how should they be funded?

C&P, OPC, staff, AT&T, U.S. Sprint Communications Company
Limited Partnership ("Sprint"), the District of Columbia
Association of Deaf Citizens ("DCADC"), Telecomnmunications for the
Deaf, and MCI Telecommunications Corporation participated in the

TRS portion of this Proceeding. Three well-attended community
hearings were held in which the Commission had the opportunity to
hear comments from a broad spectrum of the deaf, hard of hearing
and mute communities, persons familiar with the needs of those
communities, and potential TRS users. These comments were

‘ extremely informative, and they have been particularly helpful to

us in evaluating the issues relevant to the provision of TRS in the
District.

1-

Positions of the Parties: Establishing a TRS System

Following the final hearing on TRS in this Proceeding, the
parties, except Telecommunications for the Deaf, reached agreement
on most of the ocutstanding issues regarding the establishment of a
TRS system for the District of Columbia. This agreement is
reflected in the Joint Report on Partial Settlement of Issues
Relating to Telecommunications Relay Services in the District of
Columbia ("Joint Report" or "Jt. Rpt.") that was signed by all of
the parties and submitted to the Commission on December 10, 1991.
The parties’ agreement can be summarized as follows:

(1) the TRS systems currently offered by private
organizations and the General Services
Administration in the District of Columbia do not
provide adequate service and, consequently, TRS

should be provided in the District by a commercial
entity (Jt. Rpt. at 1);

‘“‘ §.933, Pub. L. 101-336, 104 Stat. 327, 366-69 (1990).

i Formal Case No. 850, Order No. 9809 (September 5, 1991).




‘ Order No. 9927 Page 169

(2) the TRS system will probably be owned and
operated by a third-party vendor under contract
with C&P, rather than by C&P itself, and the vendor
should be -selected through a competitive bidding
process conducted by C&P on the following timetable

to ensure a fu11¥ operational system by no later
than August 1992;1%

Event Time Interval

PSC Issues Order 1/1/92 (estimated)

C&P Issues RFP one week later I

C&P Receives Bids three weeks later

C&P Selects Vendor three weeks later
' System Fully Operational ASAP, but not later than

8/92

(id. at 2-3);

(3) if no acceptable bids are received through a
‘ competitive bidding process, C&P will remain

responsible for ensuring that TRS is provided in
accordance with the ADA, the regulations of the

FCC, and the standards of this Commission (id. at
4);

(4) TRS should be provided by a commercial vendor
rather than by a volunteer organization (id. at 4);

(5) the District’s TRS system should meet and, in
certain respects, exceed the FCC’s minimum
standards, with requirements that Communications
Assistants be high school graduates (or the
equivalent) with a minimum typing speed of 45 words
per minute and that 85%-90% of calls be answered

1% Although it is not Cclearly spelled ocut in the Joint Report,

C&P states in its Final Post-Hearing Brief that the parties
agreed that "potential TRS vendors should be permitted to present
bids based on providing service through a District-specific relay

~ center and through a regional relay center, so that the costs of

the two options can be compared." &P Final Post-H. Br. at 7
n.25 (citing Jt. Rpt. at 7-8.)
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within ten seconds, with actual relay service to

begin withinp thirty seconds of answering (id. at 4-
5);

{(6) the TRS vendor should have procedures for
handling complaints "in-house", while TRS users
should alsoc be able to raise complaints directly
with C&P, the Commission, OPC, or an Advisory
Committee established to provide guidance on the
TRS system (id. at 5-6); and

(7) the Advisory committee should consist of
representatives of the Commission, OPC, C&P, and the
community of users of the TRS system (id. at ).

The only issues on which the parties did not
concern the mechanisms for funding TRS and for r

related to the interconnection of the District’
interstate TRS.

reach agreement
ecovering costs
s TRS system with

The essence of the debate on funding a TRS system concerns
whether the costs of the system should be recovered through a

surcharge or through base rates. C&P and staff both recommend the

use of a surcharge, while OPC and DCADC contend that TRS costs

should be recovered through base rates. The vendors do not take a
position on funding issues. Id. at 7.

C&P contends that it is impossible to estimate the actual cost
of provi

iding a TRS system for the District and that the only
practical means of funding a new system is through an annually
adjusted surcharge. c&p EX.(57) at 11-12. C&P claims that it is
impossible to estimate costs now because the Commission hag yet to
set system standards, the amounts to be charged by the vendor are

yet unknown, and the demand for TRS has yet to be quantified. T4,
at 12. C&P further notes that TRS systenm

over time and that the pace of such growth
predict. Id. at 12. cgp recommends that t
modeled on the current E911 surcharge of 16¢ per non-Centrex access
line and 2¢ Per Centrex access line," with such a surcharge to be
adjusted annually to reflect actual costs. 1Id. at 13. C&P argues
that the amount of the surcharge should be incurred on C&p’s bills
under the existing line-item labelleq "Surcharge for Federal Cost
Adjustments." Jt. Rpt. at 7-8; c&P Final Post-H. Br. at 6-7.
Staff agrees that it would be appropriate to fund TRS through an

is very difficult to
he "TRS surcharge be

109 The parties agree that vendors should include in ‘their bids
the costs of both answering 85% and 90% of the calls within ten
‘seconds, so that the costs can be com

selection process. Jt. Rpt. at 5.
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increase in the existing Surcharge for Federal Cost Adjustments.
Jt. Rpt. at 7-8; PSC Post-H. Memo. at 8-9.

OPC argues that TRS is a basic service that should be funded
in the same manner as other basic services, through base rates.
OPC Post-H. Br. (TRS) at 3-6. OPC points out that the ADA requires
local exchange companies to provide to members of the deaf, hard of
hearing and mute communities telephone services that are
"functionally equivalent” to telephone services provided to hearing
individuals, and that increased rates cannot be charged to TRS
users for these services. OPC Ex.(2H) at 18-19. OPC argues that
funding the TRS system through the line-item surcharge proposed by
C&P improperly singles out one class of ratepayers for different
treatment because of its members’ physical characteristics (OPC
Post-H. Br. (TRS) at 4), could stigmatize TRS users and lead to a
negative reaction by hearing pecple who see the surcharge on their
vhone bills (OPC Ex. (2H) at 19-21; OPC Post-H. Br. {TRS) at 12);
and is opposed by the deaf, hard of hearing and mute communities.
OPC Post-H. Br. (TRS) at 4, 6. OPC comments that the Commission
traditionally disfavors the use of surcharges and argues that the
existing Surcharge for Federal Cost Adjustments should be reserved
for non-traffic-sensitive costs associated with Jjurisdictional
separations. Id. at s-11. DCADC agrees that TRS should be
"supported, offered and considered a part of basic phone services
-" DCADC Ex. at 7-8. Although DCADC advocates funding through
base rates, it states that it will accept C&P’s surcharge mechanism
on an interim basis if the Commission changes over to base rate
funding within two years. DCADC Post-H. Br. at 2-3.

AT&T agrees with C&P that it is impossible to determine the
overall cost of TRS for the District at this time and supports
C&P’s proposal to adjust the charge annually. AT&T Ex. at 17.
AT&T notes its concern that the deaf, hard of hearing and mute
communities not be stigmatized by surcharge labels and recommends
that any label used should be carefully selected. Id. at 18.

The parties were also unable to agree on the amount of an
adjustment to basic rates or of a surcharge that would be necessary
to pay for TRS, although they agree that it would be appropriate to

split the total amount of TRS costs between residential customers
(35%) and business customers (65%). Jt. Rpt. at 8.

C&P states that the surcharge would vary annually to reflect
the actual cost of operating the TRS system. C&P Ex.(5J) at 14.
OPC concurs with C&P that it is currently impossible to determine
the cost of a TRS system and how basic telephone rates would have
to be adjusted to pay for the system. OPC Ex.(2H) at 23. OPC
recommends that the recovery of the costs associated with the TRS
system be deferred until C&P’s next general rate proceeding, when
those costs will be known and measurable. Xd. at 23-24.
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Staff recommends that C&P be required to file additional
testimony documenting TRS costs when this information is known so
that an appropriate surcharge or adjustment to base rates can be
determined. PSC Ex.(4I) at 14. Staff suggests that it and other
parties be permitted to file comments on the reasonableness of such
costs and the appropriate service rate. Id. DCADC notes that the
amount charged for TRS in other states generally ranges from 3¢ to
25¢ per 1line, with an average of 10¢ to 15¢ pPer 1line, and

recommends an initial charge in the District of 20¢ per 1line.
DCADC Ex. at 8.

As explained in the Joint Report, "[e]ach party believes that
its preferred funding mechanism reflects the experience of other

states" and Staff will continue to monitor the relevant activities
of other states. Jt. Rpt. at 8-9.

Whichever funding mechanism is chosen, C&P, OPC and Staff
agree that Economy II customers should be exempt from paying TRS
charges. Jt. Rpt. at 8.

Although the parties all agree that the TRS system must permit
any TRS user to connect to the interexchange carrier of the user’s
choice, they could not agree on the appropriate mechanism for
recovering the costs of such interstate calls. Jt. Rpt. at 6-7.
The parties other than OPC agree that such costs should be
recovered from C&P’s customers in the same way that the costs for
intra-District TRS calls are recovered. 1d. OPC, however, opposes
the recovery of interstate costs through intrastate charges,
arguing that intrastate ratepayers should not subsidize interstate
costs. Id. at 7; OPC Post-H. Br. (TRS) at 12-13.

2. Analysis and Decision: Establishing a TRS System

The Commission adopts the parties’ settlement agreement as
reflected in the Joint Report!"” because it represents a thoughtful
and reasonable solution to the issue of how best to provide a TRS
system in the District of Columbia, it is supported by the
evidence, and it is in the public interest of District residents.
We will not, however, expressly exempt Economy II customers from
paying TRS charges because those charges will, for the most part,
be included in the base rates, as explained below. Accordingly,

based on the evidence presented, we reach the following
conclusions:

1. The TRS systems currently available in the District do
not provide adequate service. As a result, the District’s TRS

1o The Commission commends the parties for their efforts to
settle the issues related to TRS.
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system should be provided by a commercial entity, and should meet
the standards below.

2. C&P itée;f will not own and operate the TRS system.
Instead, thé TRS system will be owned and operated by a third-party

vendor under contract with C&P after a competitive bidding
procedure conducted by C&P.

3. The timetable for the bidding procedure will be as

follows:
Event Time Interval

PSC Issues Order 1/27/92

C&P Issues RFP three weeks later

C&P Receives Bids ten days later

C&P Selects Vendor one week later

System Operational ASAP, but not later than

5/30/92
4.

Prior to the issuance of the RFP, C&P will send letters
to those entities of which it is aware that are providing TRS
systems in other jurisdictions advising them of the pending release

of the RFP, in order to ensure that an adequate number of potential
vendors respond to the RFP.

5. The RFP will specify that vendors will be competing, in

part, on the speed with which the system can be made operational.
The RFP will also contain penalty provisions in the event that a

vendor promises an operational system by a given date, then fails
to meet that date.

6. The system required to be operational on or before May
30, 1992 may be an interim system that meets FCC standards. Full
compliance with District standards is required within three months
after contract award if the District TRS system is provided from an

existing regional TRS center, or six months after contract award in
all other cases.

7. The RFP will require the winnin
reports to C&P and to the Advisory
indicating the performance of the TRS
District-specific standards.
period of operation of any inte
difficulties the vendor encoun

g vendor to make periodic
Board established hereunder,
system in relationship to the
These reports shall include the
rim system, including any initial
ters in meeting system standards.
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Any such difficulties will be reported promptly to C&P and the
Advisory Board.

8. The items listed above are not exhaustive of the items to
be addressed in the RFP. C&P will consult with the Staff, OPC, and
representatives of the deaf, hard of hearing and mute communities
in the preparation of the RFP and the selection of the winning
vendor. Staff and OPC shall jointly determine which members C&P
shall consult with. However, Staff and OPC shall make certain that
the views of Hubert Anderson and David Nelson are considered. Ca&P,
however, will be responsible for making the choice among bidders.

9. Within fourteen (14) days after the award of the
contract, C&P will file a report with the Commission containing

copies of the bids received and explaining the factors that led c&P
to choose the winning vendor.

10. If no acceptable bids are received, C&P is required to
ensure that the service is nevertheless provided in accordance with
the schedule set forth herein, the terms of the 2aDA, the

regulations of the FCC, and the standards for the TRS system
adopted by this Commission.

“ 11. The District’s TRS system must meet all FCC standards and
shall exceed those standards in at least the respects set out
below. The RFP may request that vendors include additiocnal
features, such as a "“store and forward" system, as options.

a. Typing Speed. The overall system requirement shall
be a minimum typing speed of 45 words per minute. Individual
Communications Assistants will be permitted to build up to the 45

words-per-minute speed during the initial three months after
hiring.

b. Speed of Answer. Vendors shall be required to
include in their bids the cost of (a) a system in which 85% of
calls are answered within 10 seconds and (b) a system in which 90%
of calls are answered within 10 seconds, so that the costs of these
two options may be compared and a choice made between them. In

either case, actual relay service shall begin within 30 seconds of
answering.

c. Qualifications of Communications Assistants.
Communications Assistants shall be high school graduates or shall
have passed a high schoeol equivalency examination. Communications
Assistants shall be able to accurately translate the language and
vocabulary used by TRS system users (including grammar and
pronunciation), irrespective of +the degree of technical

Q sophistication of that language. If at the end of the first year
of operation of the TRS system, it appears that an inadequate level
of qualifications for Communications Assistants is interfering with
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the ability of the system to meet the needs of users, these

qualifications may be revised upward.

d.  Future Changes in_Standards. The fact that the
specific standards. listed above already exceed FCC minimum

standards does not mean that additional higher standards may not be
established in the future.

12. The TRS vendor should be regquired to have procedures in
place for handling complaints "“in-house," and bidders shall
describe those procedures in their responses to the RFP. TRS
system users will also be able to raise complaints about the system
directly with C&P, with the Commission, with the OPC, or with the
Advisory Board. The Commission’s complaint procedures will be

fully available to TRS users, with C&P responsible for responding
to TRS-related complaints before the Commission.

We have carefully considered the parties’ various
recommendations for funding the TRS system through a surcharge or
through base rates. The surcharge mechanism proposed by C&P has
the distinct advantage of providing a relatively efficient means
for C&P to recover its costs in establishing an extensive new
service. As noted by OPC, however, we generally disfavor the use
of surcharges. Moreover, we agree with DCADC and OPC that TRS is
a basic service and are sensitive to the possibility that members
of the deaf, hard of hearing and mute communities could be
stigmatized by the use of a line-item surcharge. We, therefore,
conclude that TRS should be funded through base rates.

Because sufficient cost information is not yet available to
assess accurately the increase in base rates that will be necessary
to pay for the new TRS system, and we do not believe that it would
be appropriate to initiate a new base rate proceeding at this time,
we have decided to fund TRS initially by increasing base rates by
an amount that should cover a significant portion of total TRS
costs, or $.20 per access line per month. To the extent the amount
charged is greater or less than the actual costs of providing TRS,
a surcharge mechanism will be used to adjust that amount
appropriately. This surcharge (or reduction) will be reflected in
each customer’s surcharge for Federal Cost Adjustments and will be
adjusted on an annual basis. It will not be listed as a separate
line item so as not to stigmatize the deaf, hard of hearing and
mute communities through the use of an inappropriately labeled
surcharge. The specific calculation of the TRS amount of each
customer’s surcharge will be as proposed in C&P Ex. (5J)-1, to
reflect an 8:1 ratio between non-Centrex access lines and Centrex
access lines. See C&P Ex. (5J) at 13. Each customer’s appropriate
TRS amount will then be added to the surcharge amount calculated as
it is today, for a single total "“surcharge for Federal Cost
Adjustments" reflecting both TRS amounts and amounts related to the
phase-down of the Subscriber Plant Factor. In the next general
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rate proceeding, when the TRS system is operational and its costs

are known, we will be able to recover TRS costs through base rates
without the need for a surcharge.

The Commission has determined that the TRS system mast permit
all TRS users to connect to the interexchange carriers they choose.
c&p, staff, DCADC, Sprint and AT&T agree that the costs of such
1nterstate calls should be recovered in the same way that the costs
for intra-District TRS calls are recovered. OPC was unwilling to
agree to this point. Except for OPC’s objection, the Commission
would approve the other parties’ agreement on this issue. If OPC
withdraws its objection, the Commission would order the recovery of
interstate costs as the other parties have suggested.

3. Positions of the Parties: TRS Advisory Board

Following the hearlng on TRS, and after determining that the
advisory board discussed in the J01nt Report will make a valuable
contribution to the establishment and operation of a TRS system in
the District (see Jt. Rpt. at 6), the Commission solicited
additional comments concerning the appropriate structure and role
of the TRS Advisory Board. Formal Case No. 850, Order No. 9932,
(Dec. 20, 1991). C&P recommends that the Advisory Board consist of
no more than eight members, with three members from the deaf, hard
of hearing and mute communities (two to be appointed by DCADC and
one by Gallaudet University), and one member each from the District
of Columbia government, Staff, OPC, C&P, and the TRS vendor.
comments of the Chesapeake and Potomac Telephone Company (dated
Dec. 27, 1991) ("C&P Comments") at 2. C&P asserts that the
Adv1sory Board should perform many of the same roles as the Relay
Texas Advisory Board"', but argues that it is not necessary to

m In Order No. 9932, the Commission discussed the Relay Texas

Advisory Board as a possible model for the District of Columbia’s
Advisory Board. As described in that order, the Relay Texas
Advisory Board has thirteen members and

is involved in a wide range of issues,
including the original request for proposals
to provide TRS, complaints of the public
about TRS service and operators, publicity
campaigns including budgets, changing of the
Commission’s rules concerning handling of
interstate traffic, protocols to be followed
by operators, comments to be filed in the
Federal Communications Commission (FCC) or
Joint Board proceedings, analysis of
contracts between carriers, use of ASCIT
technology, and confidentiality of the

(continued...)
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involve the Advisory Board in the development of the RFP, in the
analysis of contracts between carriers, and in filing any comments
before the FCC and the Federal/State Joint Board. Id. at 2-3.

OPC recommends that the Advisory Board be composed of no more
than fifteen members, with a majority of members, including the
chairperson, coming from the deaf, hard of hearing and mute
communities, and the remainder coming from the Commission (or
staff), OPC, C&P, the TRS vendor, and the District government
agency respon51b1e for issues involving the deaf, hard of hearing
and mute communities. Conments of the Office of the People’s
Counsel in response to Commission Order No. 9932 (dated Dec. 27,
1991) ("OPC Comments") at 2. OPC concurs with C&P that the
Advisory Board need not be involved in developing the RFP and that
such involvement would only delay the selection of a TRS vendor.
Id. See C&P Comments at 2. OPC also agrees that it is not
necessary for the Advisory Board to analyze interexchange carrier
contracts, because such contracts do not exist in the District of
Columbia, and that the other matters considered by the Relay Texas

Advisory Board are appropriate for the District’s Advisory Board.
OPC Comments at 3.

staff contends that it, along with other appropriate parties,
Q should be represented on the Advisory Board, but notes that "any
requirement that a minimum number of representatlves be selected
from a particular group or be endorsed by a specific organization
is wholly unnecessary." Comments of the staff of the Public
Service Commission of the District of Columbia in Response to Order
No. 9932 (dated Dec. 27, 1991) at 3-4. Unlike C&P and OPC, Staff
recommends that the Advisory Board be permitted to draft a model
RFP as part of its participation in the vendor selection process.
Id. at 4. Staff stresses that the Advisory Board should focus on
quality of service issues and that it should be responsible for
publicizing the availability of TRS. Id. at 4-5.

AT4T stated that it has no objections to the structure of the

advisory board used in Texas. Letter from Mark A. Keffer to
Commission {(dated Dec. 27, 19%1).

DCADC contends that the Advisory Board should consist of the
following:

one representative from the telephone consumer
group (if one exists);

e, .continued)

0 system.

Order No. 9932 at 1.
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one representative from the Office of People’s
Counsel;

two representatives recommended by the DCADC;

one representative recommended by the DC

Chapter Association of Late-Deafened Adults
("ALDA") or AARP;

one representative recommended by the Self
Help for Hard of Hearing Persons ("SHHH)";

one representative recommended by the
president of Gallaudet University;

two representatives from the federal
government ({one of whom must be deaf; the
other must be hard of hearing);

one representative recommended by the EBlack
Deaf Advocates ("BDA");

‘ one representative from C&P Telephone Company;

one representative from Deaf /Blihd population
(must be deaf/blind) and recommended by the

Metro Washington Association of Deaf/Blind
("MWADB"); and

one representative from the speech impaired

population (must be mute) and recommended by

the DC Chapter of American Speech ILanguage

Hearing Association. _
Letter from Hubert Anderson, Jr. to Commission (dated Dec. 26,
1991) at 1. DCADC asserts that the responsibilities of the
Advisory Board should be the same as those of the Relay Texas
Advisory Board, except that the District’s Advisory Board need only
"review/approve" the RFP developed by C&P, rather than assist in
developing the RFP, Id. at 2. DCADC would permit C&P to retain
the authority to solicit and evaluate bids, and to select the
vendor, although it recommends that C&P have at least two
representatives of the deaf and hard of hearing communities on the
bid evaluation and selection panel. Id. DCADC also recommends the
creation of an office with professional and support staff to
function as a liaison between the Commission, the TRS industry and
customers, and to provide assistance to the Advisory Board, which

would be paid for out of the funds raised to finance the TRS
0 system. Id.

4, Analysis and Decision: TRS Advisory Board
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The parties are largely in agreement that the Commission, OPC,
C&P, and the deaf, hard of hearing and mute communities should be
represented on the Advisory Board, and we concur that these parties
could make a valuable contribution to the establishment and
continued operation of the District’s TRS system. The comments of
DCADC have been particularly helpful in determining appropriate
representatives of the deaf, hard of hearing and mute communities,
although we are sensitive to Staff’s concerns +that these
representatives should not be limited to the nembers of certain
organizations. C&P and OPC contend that the District of Columbia
government and the TRS vendor should also be represented, and we
agree that their presence would be beneficial. We therefore find
that the TRS Advisory Board should consist of the following:

1) one representative of the Commission;
2) one representative of OPC;

3) one representative of C&P;

4) one representative of the TRS vendor;
5) one representative of a District of
Q Columbia government agency responsible

for issues involving the deaf, hard of
hearing and mute communities;

6) one 'representative of the federal

government (if the federal government
desires to participate);

7) one individual recommended by the
president of Gallaudet University;

g8) two individuals recommended by DCADC;

9) one individual recommended by the
District of Columbia chapter of the
Association of Late-Deafened Adults;

10) one individual recommended by Self Help
for Hard of Hearing Persons;

11) one individual recommended by Black Deaf
Advocates;

12) one individual recommended by the Metro

Washington Association of Deaf/Blind;

Q 13) one individual . recommended by the
District of Columbia chapter of the
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American Speech Language Hearing
Association;

14) one 'individual recommended by Deaf Pride

Incorporated; and

15) one individual selected "at-large" by the
Commission who is familiar with the needs
of the deaf, hard of hearing and mute
communities in the District of Columbia
and who may or may not be affiliated with
any of the aforementioned organizations.

The named organizations are encouraged to recommend individuals who

will be users of the TRS system. The 2Advisory Board will be
permitted to select its own chairperson.

We find that the Advisory Board should have virtually the same
functions as the Relay Texas Advisory Board. It will, therefore,
have the opportunity to advise the Commission, C&P, and the TRS

vendor on a broad range of matters concerning the establishment and
operation of the District of Columbia’s TRS system,

including:

complaints by the public about TRS service and TRS operators;
Q publicity campaigns for TRS, including the budgetary requirements
of same; the Commission’s rules concerning interstate traffic;
protocols to be followed by operators; the use of ASCIT and other
relevant techneology; the confidentiality of the TRS system; and any
matters concerning TRS that are being considered by the FCC or the

Federal/State Joint Board. The Advisory Board will report directly
to the Commission.

C&P, OPC, and DCADC agree that the Advisory Board should not
participate in drafting the RFP. The Commission concludes that
such participation would result in unnecessary delay, especially
where the general parameters of the RFP have already been agreed
upon by the parties in their Joint Report and are set forth herein.
We further agree with DCADC that, although C&P should retain
authority to solicit and evaluate bids, it should attempt to
consult the deaf, hard of hearing and mute communities. Since the
Advisory Board will not have been constituted in time to provide
such consultation, C&P should consult with the representatives of
those communities who participated in these hearings. We find that
it is unnecessary for the Advisory Board to participate in the
analysis of interexchange carrier contracts because there is only
one local exchange carrier in the District of Columbia. Although
the Advisory Board will be free to provide advice on any matters
being considered by the FCC or the Federal/State Joint Board, none

of the parties to this proceeding will be obligated to accept such
Q advice.
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Bell Atlantic - Washington, D.C. , Inc,
1710 H Street, N.W.

10th Floor

Washington, D.C. 20006

202 392-5455

FAX 202 659-4948

Internet j_henry.ambrose@bell-atl.com

J. Henry Ambrose
Director

Regulatory Maiters

ORIGINAL

PUBLIC c%PWL‘E [.‘[l!-‘HISSPl]PFr
LOEIVED

9TJUL 17 PH 3: 58
CHIEF CLERK
Tuly 17,4997

Mr. Jesse P. Clay, Jr.

The Public Service Commission
of the District of Columbia

717 Fourteen Street, N.W.

Suite 200

‘Washington, D.C. 20005

PROPRIETARY INFORMATION

Re: Formal Case No. 850 (Telecommunications Relay Service)

Dear Mr. Clay:

Please find enclosed a copy of the executed Telecommunications Relay Service
(TRS) Agreement between Bell Atlantic-Washington, D.C., Inc. and AT&T. Under this
Agreement, AT&T will provide TRS in Washington, D.C. through May 5, 1999.

Attachment A - original Request for Proposal (RFP) and Attachment B - ongmal AT&T
response to the RFP are not included in this mailing.

The attached is considered proprietary by BA-DC and should be treated
accordingly.

If there are any questions about this cost information, please call me.

Respectfully submitted,

cc:  Elizabeth A. Noél, Esquire, People’s Counsel




CERTIFICATE OF SERVICE

I hereby certify that on this 17" day of July, 1997, copies of the enclosed Agreement

between Bell Atlanhc Wéishmgton D.C., Inc. and AT&T were hand-delivered or mailed

first-class, postage prepald to all parties to all parties as indicated below.

Pamela Mills, Esq.

Acting General Counsel
Public Service Commission
717 14th Street, N.W.

Suite 200

Washington, D.C. 20005

v’ _V ByHand _ By Mail

Sandra Mattavous-Frye, Esq.
Associate People’s Counsel
Office of People’s Counsel
1133 15™ Street, N.W.

Suite 500

Washington DC 20005

/ _ VY ByHand By Mail

yron{/ Grayson

Elizabeth A, Noél, Esq.
People’s Counsel

Office of the People’s Counsel
1133 15th Street, N.-W.

Suite 500

Washington, D.C. 20005

v'By Hand___ By Mail
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‘ Bell Atlantic Network Services, Inc.
13100 Columbia Pike - A-2-6B
Silver Spring, Maryland 20904-5247 Agreement No. BA0S434

i E Page 1 of 12

PREAMELE

This AGﬁEEMENT is made by and between Bell Atlantic - Washington D.C., Inc.
(hereinafter called “BUYER") a New York corporation with offices located at 1710 H Street,
N.W., Washington, DC 20006, and AT&T Corporation (hereinafier called “SELLER") a New

York corporation with offices located at 32 Avenue of the Americas, New York, New York
10013 -2412. ’ : A

SERVICES as defined herein are hereby offered for sale by SELLER and may be
purchased by BUYER in accordance with the terms and conditions stated herein. This

AGREEMENT is a non commitment agreement and SERVICES shall be fumnished by
SELLER on an “As Ordered” basis.

This AGREEMENT consists of the Termms & Conditions herein and the foliowing
Attachments attached hereto and made a part hereof:

Attachment A

Request for Proposal (RFP) to Provide Telecommunications Relay Service
(TRS) in the District of Columbia, issued by BUYER on February 18, 1 992,
p attached hereto and incorporated herein by reference.

Attachment B:

SELLER'S Response to Request for Proposal referenced above, dated
March 2, 1992, and subsequent attachment, dated March 6, 1992, issued by
SELLER which is attached hereto by reference and incorporated herein.

Attachment C: - Price Schedulé

Attachment D; - Government Requirements

If there is any conflict between this AGREEMENT and the documents listed above the
following order of precedence shall rule:

The Terms and Conditions of this AGREEMENT
Attachment C - Price Schedule

Attachment D - Govemment Requirements
Attachment A - BUYER'S RFP

Attachment B - SELLER'S Response to BUYER'S RFP

AN~

Any references to The Chesapeake and Potomac Telephone Company (C&P Telephone)
’ in Attachments A or B are hereby changed to Bell Atlantic - Washington D.C., Inc.

. NOTICE
Not for use or disclosure cutside the Bell Atlantic
) Companies except undear written agreemsnt.
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'o TERM OF THE AGREEMENT

This” AGREEMENT shall become effective as of May 6, 1992, and shall, except as
otherwise set forth hereln Gontlnue in effect thereafter until May 5, 1999.

DESCRIPTION OF SERVICES |

SELLER shall, subject to the terms and conditions set forth herein, provide the services
described herein and in Attachment A (herein referred to as “SERVICES®) which is
incomporated into this AGREEMENT. The SERVICES must be provided by SELLER'S

Telecommunications Relay Service (TRS) Center located within the geographlcal
boundaries of the District of Columbia (hereinafter “TRS Center”).

Al calls must be initially routed through the TRS Center for completion. Any overflow from
the TRS Center may be transferred to SELLER'S Next Available Assistant located in

SELLER'S other TRS centers which may not be physically located within the Dlstnc:t of
Columbia.

SELLER agrees to staff the TRS Center at a level of thity (30) TRS Communication
Assistants.

SELLER agrees that eight five (85%) of all calls to the TRS Center will be answered within
ten (10) seconds of commencement of queue/communications assistant ringing with actual
relay service to begin within thirty (30) seconds of answer.

SERVICES shall also include SELLER'S provision of all Community Outreach services as

detailed in Attachment B, Section 4.1 through 4.7 (SELLER'S Response to BUYER'S RFP).
SELLER will work with BUYER in the development of Outreach material to ensure that it is
consistent with BUYER'S program goals and has BUYER'S approval before release.

PAYMENT

BUYER shali pay SELLER for SERVICES provided by SELLER hereunder in accordance
with Attachment C.

ASSIGNMENT

SELLER shall not assign any right or interest under this AGREEMENT (except for monies
due -or to become due) nor delegate any service or other obligation to be performed or
owed by SELLER under this AGREEMENT without the prior written consent of BUYER.

Any attempted assignment or delegation in contravention of the above shall be void and
ineffective. Any assignment of monies shall be void and ineffective to the extent that (1)

n SELLER shall not have given BUYER at least thirty (30) days prior written notice of such

BOTICR
Not for use or disclosure cutside the Bell Atlantic
Companies sxcept under written agreement.
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“assignment, and/or (2) such assignment attempts to impose upon BUYER obligations to the
assignee additional to payment of such monies or to preclude BUYER from dealing solely
and directly with SELLER in all matters pertaining to the AGREEMENT. This
AGREEMENT may be assigned by BUYER to any parent, subsidiary, or afﬁhate of
assigning party by giving SELLER forty (40) days written notice.

BUYER'S INFORMATION

All specifications, drawings, sketches, models, samples, tools, computer programs, technical
information, confidential business information or data, written, oral or otherwise (all hereinafter
designated "Information") obtained by SELLER from BUYER hereunder or in contemplation
hereof shall remain BUYER'S property. All copies of such Information in written, graphic or
other tangible form shall be retumed to BUYER upon request. Unless such Information was
previously known to SELLER free of any obligation to keep it confidentiat or has been or is
subsequently made public by BUYER or a third party, it shall be kept confidential by SELLER,
shall be used only in the filling of Orders, or in performing otherwise hereunder, and may be
used for other purposes only upon such terms as may be agreed upon in writing by BUYER.

CHANGES

BUYER shall have the right from time to time, by written notice, to propose changes in or
n additions to the SERVICES to be supplied under this AGREEMENT and SELLER agrees to
comply, to the extent feasible, with such change notices, which shall become a part of the
AGREEMENT. If such changes cause an increase or decrease in the cost or time required
for performance, the parties will attempt to agree in writing on a revised price and delivery
schedule before the changes are initiated. If time does not allow for such negotiation
before the changes are initiated, BUYER will direct SELLER in writing to begin working on
the changes. In the latter case, an equitable adjustment in the price and delivery schedule
shall be made and the AGREEMENT shall be amended accordingly in writing, provided,
however, that any claim by SELLER for such an adjustment must be made within thirty (30)
days of the receipt of such change notice and be adequately documented by SELLER.

SELLER may also propose changes in writing and may carry them out with the written
consent of BUYER. '

CHOICE OF LAW

The construction, interpretation and performance of this AGREEMENT shall be governed
by and construed in accordance with the domestic laws of the District of Columbia., .

COMPLIANCE WITH LAWS

SELLER shall comply with all applicable federal, state, county and local laws, ordinances,
b regulations, codes, orders and judgments (including procurement of required permits or

WOTICR
Not for use or disclosure out3ide the Ball Atlantic
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m certificates) in SELLER'S performance hereunder. This includes, but is not limited to,
compliance with the Occupational and Safety Health Act of 1970 as amended, the Small
Business investment Act of 1958 as amended, the Hazardous Material Transportation Acts
as amended, the Toxic Sub$1ance Control Act as amended, and any applicable state or

. local law, rule or régulation affecting safety and health, including applicable *Right to Know”
laws regulations.

If materials, SERVICES or containers fumished are required to be constructed, packaged,
labeled or registered in a prescribed manner, SELLER shall comply with federal laws and
regulations and, in addition, with applicable state or local laws and regulations, including
but not :limited to compliance with the Hazard Communication Standard by fumishing
applicable Material Safety Data Sheets and any other required notices to BUYER on or
before the date of delivery of the associated material, SERVICES or container. SELLER

agrees to defend, indemnify and hold harmless BUYER for any loss, damage, penalty, fine,
. or liability sustained because of SELLER'S noncompliance.

CONDITIONS PREVENTING PERFORMANCE !

SELLER shall give written‘notioe to BUYER of any condition(s) which arise at any time
during the term of this AGREEMENT which could prevent the proper performance of this
I AGREEMENT, within four (4) hours of encountering the condition(s).

CONTINGENCY

Neither of the parties shall be held responsible for any delay or faiiure in performance
hereunder caused by fires, strikes, embargoes, requirements imposed by Govemment
. regulation, civil or military authorities, acts of God or by the public enemy or other similar,
causes beyond such party's control. However, SELLER’S delay or failure to perform shall
not be excused by a default of any of its subcontractors or suppliers unless such default
arises out of causes beyond the control of both the SELLER and its subcontractor or
supplier and without the fault or negligence of either of them, and unless the supplies or
SERVICES to be fumished by such subcontractor or supplier are not obtainable from other -
sources. If such contingency occurs, the party injured by the other's inability to perform
may elect to: (a) terminate this AGREEMENT or part thereof as to SERVICES not already
received; (b) suspend this AGREEMENT for the duration of the delaying cause and buy or
sell elsewhere services to be bought or sold hereunder; or (c) resume performance
hereunder once the delaying cause ceases with an option in the injured party to extend the
period hereunder up to-the length of time the contingency endured. Unless written notice is

given within thirty (30) days after such injured party is apprised of the contingency, (b) shall
be deemed selected.

WOTICE
Not for use or disciosure cutside the Bell Atlantic
Companias except under written agreement.
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'o DEFAULT

Time is of the essence to this AGREEMENT. In the event that SELLER fails to complete
the performance of SERVICES ordered hereunder within the time specified or in
accordance with agreed schedules, or in the event that SELLER is in breach or default of
any other term, condition or provision of this AGREEMENT and if such breach or default
shall continue for three (3) days after BUYER notifies SELLER thereof, then, inadditior to

all other rights and remedies provided hereunder or at law or equity, BUYER shall have the ‘

right to cancel this AGREEMENT, in whole or in part without any liability to BUYER
whatsoever,

GOVERNMENT REQUIREMENTS

Attachment D “GOVERNMENT REQUIREMENTS", shall form a part of this Agreement al;ld
any amendments hereto.

IMPLEADER

The SELLER agrees that it will not implead or bring any action against BUYER or BUYER’'S
customers or the employees of either based on any claim by any person for personal injury
or death that occurs in the course or scope of employment of such person by BUYER or

BUYER'S customers and that arises out of material or SERVICES furmished under this
AGREEMENT.

INDEPENDENT CONTRACTOR STATUS

In carrying out the provisions of this AGREEMENT, SELLER is and shall be deemed to be
for all purposes, an Independent Contractor. SELLER shall select its employees, agents
and subcontractors, if any, and such employees, agents, and subcontractors shall be under
the exclusive and complete supervision and control of SELLER, not BUYER. SELLER
hereby acknowledges responsibility for full payment of wages and other compensation to
all employees, agents, and subcontractors engaged by it in the performance of SERVICES
under this AGREEMENT, and for full compliance with all laws, rules and regulations
involving, but not limited to, employment of labor, hours of labor, working conditions, and
payment of taxes, such as unemployment, social security and a new payroll after taxes,

including applicable contributions from its employees, agents, and subcontractors required '

by law. It is the expressed intent of this AGREEMENT that the relationship of SELLER to

BUYER shall be solely that of Independent Contractor and not that of a joint venture,
partnership, or any other joint relationship. ‘

ROTICE
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h INFRINGEMENT

The following terms apply to any infringement or claim of infringement of any patent,
trademark, copyright, trade, secret or other proprietary interest based on the manufacture,
use or sale of any matena\ ‘SERVICES or equipment fumished to BUYER under this
AGREEMENT or in contemplation of this AGREEMENT. SELLER shall defend, indemnify
and hold harmless BUYER and BUYER'S customers for any loss,"damage, expense or
liability that may result by reason of any such infringement or claim, except where such
* infingement of claim arises solely from SELLER'S adherence to BUYER'S written
instructions or directions which involve the use of merchandise or items other than: (1)
commercial merchandise which is available-on the open market or is the same as such
merchandise, or (2) items of SELLER’S origin, design, or selection, and BUYER shall so
indemnify SELLER in such excepted cases. Each party shall defend or settle at its own
expense, any action or suit against the other for which it is responsible under this clause.
Each party shall notify the other promptly of any claim of infringement for which the other is

responsible, and shall cooperate with the other in every reasonable way to faculltate
defense of any such claim.

¥

Should any of the material, SERVICES or equipment furnished to BUYER hereunder or in
Orders placed hereunder, or in the operation hereof, become the subject of a claim of any
infringement of a patent, trademark, copyright, trade secret, or other proprietary interest
SELLER shall, at its expense, and at BUYER'S option, either procure for BUYER the right
to continue using the material, SERVICES or equipment, replace or modify the same so

that they become non-infringing, or refund to BUYER the full purchase price of the
infringing items or SERVICES.

INVOICES

- SELLER'S invoice shall be rendered upon completion of the work to the satisfaction of
BUYER'S Representative and shall be payable as provided in the clause PAYMENT in
accordance with Attachment C. The work shall be delivered free from all claims, liens and
charges whatsoever. BUYER reserves the right to require, before making payment, proof -
that all persons and entities fumishing labor and materials for the work have been paid.

LIABILITY, INSURANCE, INDEMNITY

SELLER agrees to indemnify and save BUYER harmless from any liabilities, claims, or
demands (including the costs, expenses and reasonable attomey's fees on .account
thereof) that may be made: (1) by any third person for injuries, including death to persons
or damage to, or loss of, property, resulting from SELLER'S negligent or otherwise wrongful
acts or omissions, or those of SELLER'S employees, agents, servants, or contractors; (2)
by any third person for injuries, including death, to persons or damage to, or loss of,

‘ property, caused by any material or SERVICES supplied by SELLER her;aunder in a'

WOTICE
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‘ defective or unreasonably dangerous condition; or (3) under Worker's Compensation, or

similar employer-employee liability acts, against BUYER by SELLER'S employees, agents,
servants or contractors. SELLER agrees to defend BUYER, at BUYER'S request, against
any such liability, claim or demand. The foregoing indemnification shall apply whether |
SELLER or BUYER defends such claims, demands or liabilities, and whether the death,
injury or property damage is caused by the sole acts or omissions of SELLER or by the
concurreitt acts or omissions of BUYER and SELLER hereunder. BUYER agrees to notify

SELLER promptly of any written claims or demands agalnst BUYER for which SELLER is
responsible hereunder.

SELLER shall maintain, during the term thereof, all insurance and/or bonds required by law
and this Agreement, inc_luding but not limited to:

(1)  Worker's Compensation insurance as required by the State(s) in which the conh'act
is to be performed.

(2) Employer's Liability insurance with limits of not less than $100,000 per occurrence.

(3) Comprehensive or Commercial General Liability Insurance, on an Occurrence
Basis, including but not limited to premises-operations, broad form property damage,
products/completed operations, contractual liability, independent contractors and

personal injury, with limits of at least $500,000 combined single limit for each
occuirence,

(4)  Emors and Omissions, with limits of not less than $1,000,000 per occurrence.

(5)  Automobile Liability, Comprehensive Form, with limits of at least $500,000 combined
single limit for each occurrence.

(6)  Excess Liability, in the Umbrella Form and on an Occurrence Basis, with limits of at
. least $1,000,000 combined single limit for each occurrence.

BUYER, its parent and affiliated companies and the employees and agents of BUYER and

its parent and affiliated companies shall be identified as additional named 1nsureds on the’
foregoing policies of insurance.

SELLER agrees that SELLER, SELLER'S insurer(s) and anyone claiming by, through,
under or in behalf of SELLER shall have no claim, right of action or right of subrogation

against BUYER or other persons indemnified hereunder based on any loss or liability
insured against under the foregoing insurance.

SELLER shall, prior to the start of work, fumish to BUYER certificates as proof of the

” foregoing insurance.

WOTICR
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'0 SELLER shall also require its subcontractors, if any, to maintain similar insurance and

agrees to fumish to BUYER, certificates as proaf of such insurance. Certificates fumished

by SELLER or its subcontractors shall contain a clause stating that "BUYER is to be

notified in writing at least sixty (60) days prior to cancellation of, or any material change in,
the policy.” "o IR

Insurance companies must maintain A.M. Best rating of at least B+V1L.

NON-WAIVER

Either party’s failure at any time to enforce any of the provisions of this AGREEMENT or
any right or remedy available hereunder or at law or equity, or to exercise any option herein
provided, will in no way be construed to be a waiver of such provisions, rights, remedies or
options or in any way to affect the validity of this AGREEMENT. The exercise by BUYER of
any rights, remedies or options provided hereunder or at law or equity shall not preciude or
prejudice the exercising thereafter of the same or any other rights, remedies or options.

NOTICES

Any notice or demand which under the terms of this AGREEMENT or under .any statute

D‘ must or may be given or made by SELLER or BUYER shall be in writing and shall be given

or made by telegram or similar communication or by certified or registered mail addressed
to the respective parties as follows:

To BUYER:

BELL ATLANTIC NETWORK SERVICES, INC.
1320 N. Court House Road, 4th Fioor
Arlington, VA 22201

Attn: ‘Director - Purchasing

To SELLER:
AT&T CORPORATION
725 13th Street, N.W., Sth Floor
Washington, DC 20005
Attn.. Account Manager

Such notice or demand shall be deemed to have been given or made when sent by
telegram or other communication or when deposited, postage prepaid, in the U.S. mail.

The above addresses may be changed at any time by giving thirty (30) days prior written
notice as provided above.

wTICE
Not for use or disclosure outside the Bell Atlantic
Companies except under written agresment.
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BUYER shall have the right to extend the period specified in the section entitied TERM OF
AGREEMENT for a period of two {2) years, without any increase in price, by giving
SELLER at least thirty (30) days written notice before the end of the term.

PHASE-O

if BUYER selects another supplier to perform SERVICES similar to those covered by
this AGREEMENT for a term subsequent 1o the termination or expiration date of this
AGREEMENT, and if BUYER chooses to initiate a PHASE-OUT/PHASE-IN program,
BUYER shall give SELLER reasonable written notice prior to the expiration date of this
AGREEMENT. Upon such notification, SELLER shall commence = a
PHASE-OUT/PHASE-IN program in accordance with BUYER'S written instructions.

SELLER shall cooperate with BUYER and with the incoming supplier to facilitate the
PHASE-OUT/PHASE-IN program.

PREMISE VISITS AND STANDARDS

Each party shall permit reasonable access to the other's facilities in connection with the
SERVICES provided hereunder. No charge shall be made for such access. It is agreed that

prior notification will be given when access is required. SELLER agrees to remove any of its
employees at BUYER'S request.

SELLER, its employees, agents and subconiractors and those of BUYER, shall, while on
the premises of the other, comply with all generally applicable plant standards and
regulations, (such as those relating to security, safety and orderly conduct) and, where

required by Govemment Regulations, submit satisfactory clearance from the U.S.
Department of Defense and other federal authorities concemed.

Neither party shall require waivers or releases of any personal rights from represenfatives
or customers of the other in connection with visits to its premises and both parties agree

that no such releases or waiver shall be pleaded by them or third persons in any action or -
proceeding. ‘

PUBLICITY

SELLER agrees to submit to BUYER all advertising, sales promction, press releases,
informational materials and other publicity matters it proposes to publish or use relating to
the SERVICES performed by SELLER under this Agreement. SELLER further agrees not

to publish or use any such advertising, sales promotion, press releases, informational
materials or publicity matters without BUYER'S prior written approval.

WOTICR
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IQ UALITY COMMITMENT ‘

Quality is a process of assuring conformance to each and every term, condition and
specification of this AGREEMENT. SELLER agrees that its commitment to Quality and the
processes it has in place’ to fulfill this commitment with respect to each SERVICE and
material provided by SELLER are primary and material requirements of this AGREEMENT.
In addition to any other rights or remedy available to BUYER under this AGREEMENT,
BUYER reserves the right to assure, throughout the term of this AGREEMENT, SELLER'S

continued commitment to Quality and SELLER agrees to take appropriate steps, as noted
by BUYER, to improve SELLER'S commitment to Quality.

RECORDS AND AUDIT

SELLER shall maintain complete and accurate records of all amounts billable to and
payments made by BUYER hereunder in accordance with generally accepted accounting
practices. SELLER shall retain such records for a period of three (3) years from the date of
final payment for SERVICES covered by this AGREEMENT. SELLER agrees to provide
reasonable supporting documentation concermning any disputed amount of Invoice to

BUYER within thirty (30) days after BUYER provides written notification of the dispute to
SELLER.

n BUYER and its authorized agents and representatives shall have access to such records

for purposes of audit during normal business hours during the term of this AGREEMENT
and during the respective periods in which SELLER is required to maintain such records.
The correctness of SELLER'S billing shall be determined from the results of such audits.

. REGULATORY

if requested by BUYER, SELLER will, to the best of its ability, provide information and
assistance required in the planning, conduct and research associated with regulatory
matters in connection with the SERVICES provided herein.

SECTION HEADINGS

The headings of the sections are inserted for convenience only and are not intended to
affect the meaning or interpretation of this AGREEMENT.

SELLER'S INFORMATION

No specifications, drawings, sketches, models, samples, tools, computer programs,
customer information, technical information or data, written, oral or otherwise, fumished by

SELLER to BUYER hereunder or in contemplation hereof shall be considered by SELLER
m to be confidential or proprietary. : '

. MOTICR
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.Q SEVERABILITY

In the event that any one or more of the provisions contained herein shall, for any reason,
be held to be unenforceable in any respect, such unenforceability shall not affect any other
provision of this AGREEMENT, but this AGREEMENT shall then be construed as if such
unenforceable provision or provisions never had been contained herein.

SUBCONTRACTING

SELLER shall not, without BUYER'S prior written approval, subcontract any portion of the
service to be performed hereunder.

SUPERVISION AND SAFETY

SELLER is responsible for the supervision and safety of any and all SERVICES provided or
performed or caused to be provided or performed under this AGREEMENT by SELLER or
its subcontractors, employees, agents wherever said work or SERVICES may take place.

Unless otherwise agreed upon by BUYER on a case-by-case basis, SELLER is also

responsible for any and all training required by its Subcontractors, employees, or agents to
provide or perform SERVICES under this AGREEMENT,

SURVIVAL

All obligations hereunder on SELLER'S part incurred prior to the cancellation, termination,

or expiration of this AGREEMENT or of any Order placed hereunder by BUYER shall
survive such cancellation, termination, or expiration.

TAXES

BUYER shall be liable for and shall reimburse SELLER only for the following tax payments
with respect to the transactions under this AGREEMENT: Federal Manufacturers’ and
Retailers' Excise taxes, State and Local Sales taxes and Use taxes, as applicable. Taxes
payable by BUYER shall be billed as separate items on SELLER'S invoices.

TERMINATION

BUYER may for its convenience and for or without cause, at any time, terminate all or part
of this AGREEMENT for SERVICES by giving forty (40) days written notice to SELLER. In
such cases, BUYER'S liability to SELLER with respect to such termination shall be limited
to the reasonable cost incurred by SELLER prior to the effective date of termination for
SERVICES used in the performance of this AGREEMENT and not usable in SELLER'S
operations or otherwise resalable, less any salvage value thereof, provided, however, that
h in no event shall such amount exceed the AGREEMENT price for such SERVICES. I

worICR
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requested, SELLER shall substantiate such cost with proof satisfactory to BUYER. The
provisions of this section shall not apply to cancellation for Default.

WARRANTY - . v

SELLER hereby agrees that all SERVICES shall be performed by gualified employees or
agents of SELLER in accordance with all applicable professional standards and shall
corform to the requirements (including specifications) of this Agreement and Attachments *
hereto. BUYER shall have the option to require SELLER to commect any deficiencies in its
work product or services within a mutually- agreeable time period. SERVICES not
conforming to these warranties will, at BUYER'S option, promptly be repaired, re-
performed, adjusted, or replaced by SELLER at no cost to BUYER or its customers. Al
warranties shall survive inspection, acceptance, and payment.

ENTIRE AGREEMENT

This AGREEMENT constitutes the entre AGREEMENT between the parties and
supersedes any prior or contemporaneous oral or written representations with regard to the

subject matter hereof. This AGREEMENT may not be modified except by a writing signed
by both parties.

EXECUTION

Authorized representatives of the BUYER and SELLER hereby execute this Agreement
including any attachments and/or appendices attached hereto and made a part hereof.

AT&T CORPORATION

By: _/OLL-*- / M«//

Print Name: Susan P Hobapt

By: ',—J(JW@M;}

Print Name:_ W.J. Doherty, Jr.

Title:  General Manacer - Title:_- Vice President -Purchasing
fecessible Communications Services

OTICE
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{That version of Request for Propdsal to Provide Telecommunications Relay Service (TRS)

in the District of Columbia, issued by BUYER on February 18, 1992, shall be Appendixed to
the AGREEMENT as Attachment Al - -

Q : . WOTICE
. Not for use or disclosure outside the Bell Atlantic

Companies except under written agresmeant..
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to  Request for Proposa to  Provide
| y Service (TR ) in the District of Columbia, dateqg March 2, 10g2
and subsequent attachmerit dated March 6, 1996 issued by SELLER, shall be Appendixed
to the AGREEMENT ¢ Attachment B.]

orICcE
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PRICE SCHEDULE

PRICE PER CALL MINUTE

Number of Calls Per Month

TIME FRAME  0-24,999 25000 - 50,000 - 75,000 - 100,000 - 150,000 +

48,000 74,999 99,998 149,999

SI6I92 - 5/5/93 $1.06 $0.70 $0.60 $0.56 $0.52 $0.50
5/6/93 - 5/5/194 $1.21 $0.81 $0.68 $0.65 $0.61 $0.59
5/6/194 - 5/5/95 1.4 $1.96 $0.83 $0.77 $0.73 $0.70
5/6/95 - 5/5/96 $1.64 $1.09 $0.99 $0.92 $0.86 $0.83
5/6/96 - 5/5/197 $1.86 $1.23 $1.09 $1.05 $0.98 $0.94

PROPRIETARY-JNF&EEMATION

NOTICR
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PRICE SCHEDULE
“ v,
" PRICE PER CALL MINUTE

(Effective 5-6-97)

Number of Czalls Per Month

TIME FRAME B 25,000 - 49,000 - 50,000 +
5/6/97 - 5/5/98 . 1.43 127
5/6/98 - 5/5/99 160 1.42

PROPRIETARY INFSRMATION

. WTICR
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GOVERNMENT REQUIREMENTS

To the extent that this Agreement is subject to them, Seller shall comply with the
applicable provisions of the following: - - '

Exec. Order No. 11246, Exec. Order No. 11625, Exec. Order No. 12138, Exec. Order
No. 11701, Exec. Order No. 11758, Section 503 of the Rehabilitation Act of 1973 as
amended by PL23-516 and PL102-568, Vietnam Era Veteran's Readjustment
Assistance Act of 1974, Veteran's Compensation, Education and Employment
Amendments of 1982, and the rules, regulations and reievant orders of the Secretary of
Labor pertaining to the Executive Orders and Statutes listed above. The following table
describes the clauses which are included in the Agreement.

Annual Contract Value Clauses

Under $10,000 &

$10,000 - $50,000 1,2,5%,6,7,8,9

$50,000 - $500,000 1,2,3",4",5,6,7, 8,
Over $500,000 1,2,3*,4",5,6,7,8™ 9

1. Equal Employment Opportunity Provisions
In accordance with Executive Order 11246, dated September 24, 1965 and Subpart
22.8 of Subchapter D of Chapter 1 of Title 48 of the Code of Federal Regulations
as may be amended from time to time, the parties incorporate herein by this

reference the regulations and clauses required by those provisions to be made a
part of government contracts and subcontracts.

2. Certification of Non-Segregated Facilities
The Seller certifies that it does not and will not maintain any facilities it provides for
its employees in a segregated manner, or permit its employees to perform their
SERVICES at any location under its control, where segregated facilities are

maintained; and that it will obtain a similar certification, prior to the award of any .
nonexempt subcontract. '

3. Certification of Affirmative Action Program

The Seller affirms that it has developed and is mainiaining an Affimative Action

Plan as required by Subpart 22.8 of Subchapter D of Chapter 1 of Title 48 of the
Code of Federal Regulations. '

4. Certification of Filing of Employer's Information Reports

The Seller agrees to file annually on or before the 31st day of March complete and

accurate reports on Standard Form 100 (EEO-1) or such forms as may be
promulgated in its placs.

mrIcE
Hot for use or disclosure cutside the Bell Atlantic
Companies except under written agresment.
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5, Utilization of Small B‘u%lness Concerns and Small Disadvantaged Business
Concems
(a)it is the policy of the Unlted States that small business concerns and smail
business concerns owned and controlled by socially and economically
disadvantaged individuals

shall have the maximum practicable opportunity to participate in perfomung
contracts let by any Federal agency.

(b)The Seller hereby agrees to carry out this policy in the awarding of subcontracts
to the fullest extent consistent with efficient contract performance. The
Seller further agrees to cooperate in any studies or surveys as may be
conducted by the United States Small Business Administration or the
awarding agency of the United States as may be necessary to detenmne the
extent of the Seller's compliance with this clause.

(c)As used in this contract, the term "small business concem" shall mean a small
business as defined pursuant to section 3 of the Small Business Act and
relevant regulations promulgated pursuant thereto. The term "small
business concemn owned and controlled by socially and economically

b disadvantaged individuals shall mean a small business concern - (1) Which
is at least fifty-one percent (51%) owned by one or more socially and
economically disadvantaged individuals; or, in the case of any publicly
owned business, at least fifty-one percent {(51%) of the stock of which is
owned by one or more socially and economically disadvantaged individuals;
and (2) Whose management and daily business operations are controlled
by one or more of such individuals. The Seller shall presume that socially
and economically disadvantaged individuals include Black Americans,
Hispanic Americans, Native Americans, Asian-Pacific Americans, Asian-
Indian Americans and other minorities, or any other individual found to be
disadvantaged by the Administration pursuant to section 8 {a) of the Small
Business Act.

(d)Sellers acting in good faith may rely on written representations by their
subcontractors regarding their status as either a Small Business Concem or

a Small Business Concern owned and controlled by socially and
economically disadvantaged individuals.

6. Utilization of Women-Owned_ Small Businesses

mOTICE
Hot for use or disclosure cutaida the Bell Atlasntic

l Companies except under written agreemant.
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(a)"Women-owned small businesses,” as used in this clause, means businesses
that are at least 51 percent owned by women who are United States
citizens and who also control and operate the business. .

"Control," as used in this clause, means exercising the power to make policy
decisions.

"Operate," as used in this clause, means being actively involved in the day-
to-day management of the business. -

(b)itis the policy of the United States that women-owned small businesses shall
have the maximum practicable opportunity to participate in performing
contracts awarded by any Federal agency. '

(c) The Seller agrees to use its best efforts to give women-owned small businesses
the maximurm practicable opportunity to participate in the subcontracts it
awards to the fullest extent consistent with the efficient performance of its
contract.

- Affirmative Action for Disabled Veterans and Veterans of the Vietnam Era

In accordance with Exec. Order 11701, dated January 24, 1973, and Subpart 22.13
of Subchapter D of Chapter 1 of Title 48 of the Code of Federal Regulations, as
may be amended from time to time, the parties incorporate herein by this reference

the regulations and contract clauses required by those provisions to be made a part
of Government contracts and subcontracts.

. Affirmative Action for Handicapped Workers

In accordance with Exec. Order 11758, dated January 15, 1974, and Subpart 22.14
of Subchapter D of Chapter 1 of Title 48 of the Code of Federal Regulations as may
be amended from time to time, the parties incorporate herein by this reference the
regulations and contract clauses required by those provisions to be made a'part of
Government contracts and subcontracts. :

Employment Reports on Special Disabled Veterans and Veterans of the
Vietnam Era

(a)The Seller agrees to report at least annually, as required by the Secretary of
: Labor, on: ‘
(1) The number of special disabled veterans and the number of veterans of
the Vietnam era in the work force of the Seller by job category and hiring
location; and
(2) The total number of new employees hired during the period covered by .
the report, and of that total, the number of special disabled veterans, and the °
number of veterans of the Vietnam era. -
(b)The above items shall be reported by completing the form entitled "Federal
. Contractor Veterans' Employment Report VETS-100."
(c)Reports shall be submitted no later than March 31 of each year.

WOTICE
Not for use or disclosure ocutside the Ball Atlantic
Companies excapt under written agresmsent.
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0 {(d)The employment activity report required by paragraph (a) (2) of this section

shall reflect total hires during the most recent 12-month period as of the
ending date selected for the employment profile report required by

paragraph (a) {1} of this section. The Seller may select an ending date: (1)
As of the end of.any pay period January through March 1st of the year the
report is due, or (2) as of December 31, if'the Seller has previous written
approval from the Equal Employment Opportunity Commission to do so for
purposes of submitting the Employer Information Report EEQ-1 (Standard:
Form 100).

(e)The count of veterans reported according to paragraphs (a) above shall be
based on voluntary disclosure. Each
Seller subject to the reporting requirements at 38 U.S.C. 2012(d) shall invite
all special disabled veterans and veterans of the Vietnam era who wish to

benefit under the affirmative action program at 38 U.S.C. 2012 to identify
themselves to the Seller.

The invitation shall state that the information is voluntarily provided, that the
information will be kept confidential, that disclosure or refusal to provide the
information will not subject the applicant or employee to any adverse :
treatment, and that the information will be used only in accordance with the
regulations promulgated under 38 U.S.C. 2012. Nothing in this paragraph
Q' (e) shall preclude an employee from informing the Seller at a future time of
his or her desire to benefit from this program. Nothing in this paragraph (e)
shall relieve the Seller from liability for discrimination under 38 U.S.C. 2012.

-

Applies only if this Agreement has further subcontracting opportunities.
- Applies only to businesses with 50 or more employees.
Seller must atso adopt and comply with a small business and small

disadvantaged business subcontracting plan pursuant to Title 48 of the Code of
Federal Regulations.

ik

MOTICE
Not for uae or disclosure ocutside the Ball Atlantic
Cormpanies excapt under written agrssment.
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Bell Atlantic - Washington, D.C., Inc. I1. Henry Ambrose
1710 H Streer, N.W, Director

10th Floor Regulatory Marters
Washington, DC 20006

202 392-5455 Fax 202 659-4948

E-Muail: j_henry.ambrose@BellAdantic.com @ B ell AﬂanﬁC

s ——— —"“'_"\m‘-

April 16, 1999

Mr. Jesse P. Clay, Jr.

Secretary

The Public Service Commission
of the District of Columbia

717 14th Street, N.W.

Suite 200

Washington, D.C. 20005

Re: Formal Case No. 850 (Telecommunications Relay Service)
Dear Mr. Clay:

Please find enclosed a copy of Amendment No. 1 to the executed Telecommunications
‘ Relay Service (TRS) agreement between Bell Atlantic - Washington, D.C., Inc. (BA-DC) and

AT&T. Under this agreement, the extension can remain in effect for two years. BA-DC is

continuing to work on a solution that will allow the issuance of a bid from the Request for
Proposal that was issued last December.

The attached is considered proprietary by BA-DC and should be treated accordingly.

If you should have any questions about this filing, please call me.

Respectfully submitied,

Enclosure a ‘
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AT&T Corporation Bell Atlantic
285 N. Maple Ave, . 240 East 38th Street, 14th Floor
Basking Ridge, NJ 07920 .v

New York, New York 10016

Atin.: D. Sue Decker - General Manager Attr.: Halina Malinowski C.P.M.

BELL ATLANTIC Agreement No. BADS434 with ATET Corporation dated May 8, 1982, is hereby
amended as follows:

1) TERM OF THE AGREEMENT

Section TERM OF THE AGREEMENT is hereby deleted and replaced in its entirety with the
following:

This Agreement shall become effective as of May 6, 1992, and shall continue in effect thereafter
until
May 5, 2001.

2) PAYMENT '
Section PAYMENT is hereby deleted and replaced in its entirety with the following:

BELL ATLANTIC shali pay AT&T for SERVICES provided by AT&T hereunder one dollar and sixty

ohe cents ($1.61) per call minute. The payment amount shall remain firm for the term of the
Agreement.

3) OPTION TO EXTEND .
Section OPTION TO EXTEND is hereby deleted in its entirety.

4  TERMINATION

The forty (40) days term for the written termination notice to be given by Bell Atlantic to AT&T is
hereby changed io sidy (60) days.

All other Terms and Conditions of the Agreement are reaffirmed and remain in effect. In the event
of any conflict between a specific term or condition in the Agreement and a specific term or

condition in this Amendment, the specific term or condition in this Amendment shall supersede
and control.

AT&T CORPORATION

Print Name: _D. Sury .ﬂec/éfr Print Name: é'. A /&EJQJ"K: /

Title: _(Frigna/ IMera s r Tite:_Seatrrcvm & PPl é_._,.‘_cé,
4
Date: _¢ A / %5 Date: ‘f{/;‘ /9’ Z.
LA

BELL ATLANTIC

By: 2 ‘ -f.:::oc? )




CERTIFICATE OF SERVICE

1 hereby certify that on this 16™ day of April 1999, copies of the enclosed Agreement

between Bell Atlantic — Washington, D.C., Inc. and AT&T were hand-delivered or mailed first-
class, postage prepaid to all parties as indicated below.

Dennis H. Fike, Jr. ’ .

Mare Williams, Esqg. Elizabeth A. Nogl, Esq.
The Public Service Commission People’s Counsel '
of the District of Columbia Office of the People’s Counsel
717 14th Street, N.W. 1133 15" Street, N.W.
Suite 200 Suite 500
Washington, D.C. 20005 Washington, DC 20005
‘ _ X ByHand By Mail ' _ X ByHand___ By Mail
Sandra Mattavous-Frye, Esg.
Associate People’s Counsel
Office of People’s Counsel
1133 15% Street, N.W.
Sutie 500
‘Washington, DC 20005

_ X ByHand By Mail
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Bell Afiantic - Washington. D.C. , Inc. J. Henry Ambrose
1710 H Streer, N.W. Director
10th Fleor . Repulatory Matters
Washington, D.C. 20006
202 392-5455
Q FAX 202 659-4948

Intzmet j_henry.ambrose@bell-atl.com

‘r“\h .

September 18, 1997

Mr. Jesse P. Clay, Jr.
The Public Service Commission
of the District of Columbia

717 Fourieen Street, N.'W,
Suite 200

Washington, D.C. 20005 -

Re: Formal Case No. 850 (Telecommunications Relay Service)
Dear Mr. Clay:

Bell Atlantic - Washington, D.C, Inc. has signed formal agreements with AT&T, -

the selected vendor of Telecommunications Relay Service (TRS) in the District of
‘ Columbia, to offer DC branded “Spanish Relay Service™ and a new TRS feature called

“Turbo Code™. Please find enclosed an expurgated copy of the two letters of agreement.

If there are any questions about this information, please call me.

Respectfully submitted,

Enclosures

cCe

Elizabeth A. Noél, Esquire, People’s Counsel
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Bell Adantic - Washingion, D.C. , Inc. _ J. Henry Ambruose
1710 H Srast, MW, Directar

10th Fleor Regulatory Maners
Washingron, D.C. 20006

202 392-3455

FAX 202 6554543
Intemet §_henry.ambrose@beli-atl.com

September 11, 1997
Moy,
Theresa A. King " |
Account Manager
AT&T - DC Relay Service
725 13* Street, NW
‘Washingron, DC 20005

Dear Theresa:

Thank you for your pmﬁosal to provide Turbo Code as part of the feanwres offered by DC
Relay. ‘

Bell Atlantic-Washington; D.C., Inc. (“BA-DC™) has reviewed the proposal and accepts
AT&T’s offer to provide Turbo Code as part of DC Relay Service.

This letter is to serve as the formal agreement for fmplementation of Turbo Code. BA-DC
understands and agrees to pay an additional $ charge per total minute (not just Turbo
. Code minute) for this feature.

It is our understanding that AT&T is ready to implement Turbo Code. Please contact Byron

Grayson with the actuai start date and notify all member of the TRS Advisory Board of that
date.

If you have any questions, please give Byron a call on (202) 392-6077.

Sincerely,

o




©Bell Aflantic

Bell Atlantic - Washingion, D.C_, Inc. J. Henry Ambrose
1710 H Streat, NW. Director

- 10th Floor Reguletory Maners
Washington, D.C. 2000&-
202 592-5455
FAX 202 659-1948

Internet J-henry ambrose@beli-atl.com

September 11, 1997

Theresa A. King

Account Manager

AT&T - DC Relay Serviee
725 13" Street, NW
Washington, DC 20005

Dear Theresa:

Thank you for your proposal for the implementation of 2 DC Relay branded “Spanish Relay
Service”.

Bell Atlantic-Washington, D.C., Inc. (*BA-DC™) has reviewed the proposal and we find the
proposal to be an excellent addition to the DC Relay Service. '

This letter is to serve as the formal agreement for implementarion of DC Rclﬁy branded

*Spanish Relay Service™. BA-DC understands and agress that the following terms apply.

* The initial start up cost is § » Which includes installation of 300
* numbers in thres centers and promotional materials such as brochures.

e S annual 'recmring cost for the 800 numbers.

« 5 price per mimne for Technical Support, CA Training, Report changes and
Methods and Procedures. This is in addition o the per minute charge for Relay.
Service. '

In addition, BA-DC understands that AT&T will send invojces directly to BA-DC in care of |
Byron Grayson at 1710 H Strest, NW, 10* Floor, Washington, DC 20006,

We are looking forward to the start of the
Please contact Byron Grayson on (202)
discuss the start date apd ourreach plans.

Spanish Relay Service in the Distict of Columbia,
392-6077 within 10 days of recsipt of this letter to

Sincerely,




®

CERTIFICATE OF SERVICE

I hereby certify that on this 18" day of September, 1997, copies of the enclosed

Agreement between Bell Atlantic - Washington, D.C., Inc. and AT&T were hand-delivered

or mailed first-class, postage prepaid to all parties as indicated below.

| Pamela Mills, Esq.

Acting General Counsel
Public Service Commission
717 14th Street, N.W.

Suite 200 -

~ Washington, D.C. 2000

1/ By Hand By Mail

Cathy Thurston, Esq. (Non-Proprietary Version)
Sprint Communications Co.

1850 M Street, N.W.
Suite 1110

Washington, DC 20036

'/ ByHand By Mail

Sandra Mattavous-Frye, Esq. .
Associate People’s Counsel
Office of the People’s Counsel
1133 15th Street, N.W.

Suite 500

Washington, D.C. 20005

/ By Hand By Mail
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VERIZON-AT&T AMENDMENT 2

Exhibit 4




PUBLIC SERVICE CHMMISSICN \/
J. Henry Ambrose

RECEIVED
Vice President

verizon
Regulatory Matters Ol APR Il PM 2:L6

Verizon Washington, DC Inc.
ST - 1710 H Street, N.W., Floor 10th
CHIEF CLERK Washington, DC 20006

Phone 202,392 5455
" vt ) Pager 877.540.0581
. ' Fax 202.659.4948
Mobile 202.235.1186
. J-henry.ambrose @ verizon.com
April 11, 2001 Hnenty.

Mr. Jesse P, Clay, Ir.

Secretary 4 (’ Ui
The Public Service Commission . it W

of the District of Columbia f«fﬁ iy 4 .
1333 H Street, N.W. AL

Second Floor, West Tower
Washington, DC 20005

Re: Formal Case No. 850 (Telecommunications Relay Service)

Dear Mr. Clay:

Please find enclosed a copy of Amendment No. 2 to the executed
Telecommunications Relay Service (“TRS”

) agreement between Verizon Washington, DC
Inc. (“Verizon DC”) and AT&T. Under this agreement, the extension can remain in effect
for three years.

The attached is considered proprietary by Verizon DC and should be treated
accordingly.

If you should have any questions about this filing, please call me.

Respectfully Submitted,

Enclosure




CERTIFICATE OF SERVICE

Ihereby certify that on this 11™ day of April 2001, copies of the enclosed Agreement
between Verizon Washington, DC Inc and AT&

T were hand-delivered or mailed first-class;
postage prepaid to all parties as indicated below.

. iéennis H. Fike, Jr. % ‘

Elizabeth No&l, Esquire
People’s Counsel
Office of the People’s Counsel

Timothy R. Robinson, Esquire
General Counsel

The Public Service Commission
of the District of Columbia

of the District of Columbia
1333 H Street, NW 1133 15" Street, NW
2" Floor, West Tower Suite 500
Washington, DC 20005 Washington, DC 20005
_ X By Hand By Mail _ X By Hand By Mail

Sandra Mattavous-Frye, Esquire
Associate People’s Counsel
Office of the People’s Counsel
of the District of Columbia
1133 15™ Street, NW

Suite 500

Washington, DC 20005

_ X By Hand By Mail




Agreement No. BA09434

Amendment No, 2
AT&T Corporation Verizon Services Group
285 N. Maple Ave, 240 East 38th Street, 14th Fioor -
Basking Ridge, NJ 07920 New York, New York 10046
Altn.: D. Sue Decker - General Manager

Aftn.: Halina Malinowski C.P.M.

BELL ATLANTIC Agreement No. BA09434 with AT&T Corporation dated on or about June 4,
1987 and effective May 6, 1992, as prior hereto modified

by Amendment No.1 dated April 7,
1999, is hereby further amended as follows:

1) All reference to BELL ATLANTIC has been changed to VERIZON.
2) TERM OF AGREEMENT

Section TERM OF AGREEM

ENT is hereby deleted and replaced in its entirety with the
following: .

This Agreement shall become effective May 6, 1992, and shall continue in effect

thereafier until May 5, 2004, unless terminated by Verizon pursuant to "Termination® as
outlined in Amendment 1 to this Agreement No. BADS434

3) PAYMENT :
Section PAYMENT is hereby deleted and replaced in its entirety with the following:

Effective May 6, 2001, VERIZON shall pay AT&T for SERVICES provided by AT&T in
accordance with the schedule below.,

May 6, 2001 - May 5, 2002 $1.85 per Call Minute
May 6, 2002 — May 5, 2003 $1.94 per Call Minute
May 6, 2003 — May 5, 2004 $2.03 per Call Minute

4) DESCRIPTION OF SERVICES

Attachments A1, A2 and A3, "AT&T Relay Service Capabilities as of September 7,
2000, "Highlights of FCC Requirements for TRS", and "AT&T's e-Account Management,

Outreach, and Marketing Plan® respectively, shall be added to the SERVICES provided
by ATET.

All other Terms and Conditions of the Agreement are reaffirmed and remain in effect. In the
event of any conflict beiween a specific term or condition in the Agreement and a specific ierm

or condition in this Amendment, the specific term or condition in this Amendment shall
supersede and control,

AT&T CORPORATION VERIZON SERV|CE$ GROUP

By: . (. 9 N8 B)%ZAW

Print Name: __A. Svo e horm Print Name: :resa CQE Eenriet
Titie: _é L ral ;f-/.: Fep o Title; (‘/l/»

Date: \.5:/ 27 / 2/ Date: "/:/‘/ 1 9]
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Relay Call Types:

Attachment A1

AT&T Relay Service Capabilities as of September 7, 2000
-- Call Types and Product Platform Features --

the voice caller.

HCO-to-TTY (HTT) - HTT allows a
and traditional TTY user.

HCO w/privacy — This feature
privacy by sending the voiced m,
caller without the CA listening,

relay call between a hearing carry-over user

provides relay users with an additional level of
essage of the non-TTY user directly to the HCO

Hearing-To-Hearing (HTH) — HTH expands the HCO capability by allowing two

speech-disabled TTY wusers to listen to the supporting CA’ read the typed
conversations,

OO-InfoS™M Directory — AT&T TRS is able to

provide the 00-Info service, that is
available io voice customers, to all TRS users.

Operator Services for the Deaf (OSD) —~ The AT&T TRS 2000 platform integrates
relay service functionality with AT&T's well-known OSD —- 1-800-855-1155. OSD
provides call completion and billing assistance such as collect, third number, calling

card and credit card for TTY to TTY calls, Additionally, OSD provides directory

assistance and credit for service difficulties encountered on TTY to TTY calls dialed
via the AT&T network.

~ AT&T can provide access to Pay-per—all

ed on our Carrier of Choice Platform. This
platform has the capability of Passing a customer’s number (AN]) to the network for
direct billing to the customer, In addition,

, customers can ask their Iocal exchange
carrier (LEC) to block and refuse unauthorized calls. AT&T TRS rec

a proprietary device for CAs that will help in expediting these calls (see Play Back
Device™). To make pay-per-call through relay, customers will be able to dial the
following numbers - 1-900-344-3323 (TTY /English) and 1-900-344-4889
Spanish). (Note: Pay-per-call via relay will be available on December 18, 2000.)
Single Line Answering Machine (SLAM) ~ It involves Tetrieving messages when
the relay caller is at the same residence and has one access phone line.

Spanish Relay — Bilingual CAs perform all relay functions for Spanish users and
relaying calls in Spanish. The toll-free numbers for Spanish Relay numbers are 1-
800-855-2884 (TTY), 1-800- 855-2885 (Voice) and 1-800-855-2886 (ASCTI).

Speech-to-Speech Relay - STS enables a speech-disabled
service with his/her own voice or voice synthesizer,
STS, specially trained AT&T CAs function as human
persons who have frouble being understood on the
repeats the words of the speech-disabled caller. The

person to use the relay
rather than using a TTY. With
translators for speech-disabled
telephone. If needed, the CA
toll-free numbers for STS Relay

03/29/01




will be 1-800-229-5746 (English)

and 1-866-260-9470 (Spanish). (Note: STS will be
available on December 18, 2000.)

Text Pacing — Text Pacing is a software enhancement which can decrease the

speed of the text message being transmitted to the TTY user. This feature is
especially helpful for telebraille users.

VCO (Voice Carry Over) ~— VCO enables TTY us
message directly to the non-TTY user. The CA
response back to the TTY user.

Two-Line VCO - A‘speech capable TTY user with conference calling capal:;ﬂity on
his/her phone line can utilize one line for voicing directly to the non-TTY user and

the other line for receiving Baudot or ASCII transmission from the CA. This feature
allows for a more natural, interactive relay call. '

VCO w/privacy — This feature provides relay users with an additional level of

privacy by sending the voiced message of the VCO caller directly to the non-TTY
user without the CA listening,

ers who can speak to voice their
then types the non-TTY dser's

VCO-to-HCO (VTH) - Voice Carryover to Hearing Carryover allows the
originating TTY user (speech capable) to talk directly to the terminating TTY user
(hearing capable).

VCO-to-TTY (VTT) — VTT allows a relay call between a voice carry-over user and
traditional TTY user.

Voice-to-Voice (VIVSM) — This feature (also known as VCO to VCO) expands the

VCO capability by allowing two hearing disabled TTY users to voice their parts of a
call while the CA types for both parties

Coin Sent-Paid Calls — AT&T provides free local rela
accordance to the FCC rules found in CC Docket No. 90-571. AT&T

Relay Product Platform Features:

Automatic Number Identification (ANI) — With automatic number identification

(ANI), the calling party's number is automatically delivered and provided to the
relay center and automatically

captured on the call detail record eliminating the
need for the caller to provide it.

typographical errors and will spell out non-TTY

abbreviations that may be used by the CA in voice to text translation,

Back End AutomationsM (BEA) —~ Back-end Automations™ allows the TTY user o
take call control back from the CA after completing a call The TRS 2000sM Platform

will allow the user to terminate the call in standard fashion, or establish a sequence
call with a new called Ppayiy number.

4
Background Noise Identification — CAs communicate to the TTY users not just
spoken words from the voice user,

but will also describe any appropriate sounds
that they hear from the voice party, providing additional information to the TTY
users- +

03/229/01




Caller ID (Generic) — The number — 800-855-0000 — is synonymous with “AT&T
Relay” for any user who owns a caller-ID device, subscribes to caller-ID through
their LEC, and receiving a call through AT&T Relay.

Carrier-Of-Choice (COC) — AT&T has

provided the Carrier-Of-Choice TRS option
since 1993. COC enables users to choo

se their favorite participating long-distance
carriers in any jurisdicion provided that carrer meet the minimum industry
standard for TRS Carrier of Choice and choose to participate in AT&T’s Carrier-Of-
Choice program. ‘Relay users may identify their chosen participating long-distance
and regional-toll carrier in their AT&T Relay ChoicesM Profile,
Platform will automatically populate the billi
dial the forward number through the special i

carriers that are currently participating in Carrier of Choice with AT&T Relay are:

ATE&T, Allnet/Frontier/ Global Crossings, LDDS, MCI, Metromedia, Sprint and
Wiltel

Dynamic Call Routing — Havin
imperative for smooth operations
calls must be handled in different
be sent to other call centers

g a provider that offers dynamic call ro

uting js
in situations where District of Columbia Relay

call centers. Situations that may mandate calls to
include extreme heavy traffic periods, technical
problems (e.g. power outage), or natural emergencies (e.g. hurricane). Our dynamic
call routing will get District of Columbia customers to the next available CA as
quickly as possible, regardless of the CA’s geographic location.

Enhanced Voice Up Front Automation (EVUFA 5M) — Enhanced Voice Upfront
Automation is associated with the Preparation of TRS 20005M Platform for national
711 implementation. EVUFASM provides an automated process for identifying the
voice, ASCII, and Baudot users.

Play Back DeviceSM — The Play Back Device™™ (PBD) tool for CAs supports and

facilitates the call management in situations where the TRS call terminates at a pre-

recorded message or a multiple-choice interactive menu. The PBD directly supports
Pay-per-call services.

Relay ChoiceSM Profile (RCP) — The Relay ChoicesM Profile allows customers to

personalize how their relay calls will be handled by preselecting features and
options to be used on all their relay calls,

Touch Tone Carryover (TCO) — TCO enables TTY user with touch tone capability
to directly enter account numbers and other

personal identification numbers (PINs)
In response to interactive menus without divulging the information to the CA.

Up Front Automation (UFASM) — Up-front Automation, allows a TTY customer to
self-initiate a call to the far party. With this feature, the TRS 2000sM Platform
interacts directly with the caller by preparing the dialing sequence and the billing
information from what the caller types to the system.

Voice Up Front Automation (VUFASM) — Like UFA for text users,
voice caller the option to self-initiate a call to the far party. This

caller more call control a)hd a quicker and more accurate call set up.
£

VUFA gives the
gives the voice

0329/




711-Readiness — The TRS 20005M Platform is 711-Ready and has been implemenied
in the District of Columbia since May 31, 2000,

711 access is a national strategy
sponsored by the FCC that will allow all TRS use

1s to access relay services in their
State with a single, 3-digit access number (711). AT&T Relay platform is not

currently providing access to 900 numbers, Spanish Relay and 5TS Relay services
through 711. The numbers provisioned to pr

ovide access to these relay services are:

- 1800 855 2884 (Spanish TTY - National) ‘ -
» 1800 855 2885 (Spanish Voice - National)
- 1800855 2886 (Spanish ASCII - National)
- 1-800-229-5746 (STS-English)
* 1-866-260-9470 (STS ~ Spanish)

1-900-344-3323 (900 services — TTY/English)
1-900-344-4889 (900 services — TTY/Spanish)

03/25/01




Attachment A2

Highlights of FCC Requirements for TRS

FCC 00-56, CC Docket No, 98-67

. FCC ~ ATE&T
Requirements Compliance | Effective
. o Date Date
Answering 85% of all calls within ten seconds (85/10) on a daily basis 12/18/2000 | 12/18,/2000
instead of the current metric, which is based on a monthly average.
Provisioning of Speech-to-Speech Relay -(STS) — The toll-free numbers | 12/18 /2000 12/18/2000
for STS Relay will be 1-800-229-5746 (English) and 1-866-260-9470
(Spanish).
Provision of Interstate Spanish Relay — AT&T already provides this 3/1/2001 Already in
service to the District of Columbia. The toll-free numbers for Interstate effect
Spanish Relay numbers are 1-800-855-2884 (TTY), 1-800- 855-2885
(Voice) and 1-800-855-2886 (ASCTI).
Capability of handling pay-per-call calls (i.e., 900 services) — The 12/18/2000 | 12/18/2000
numbers to make pay-per-call through the relay will be 1-900-344-3323
(ITY/English) and 1-900-344-4889 (TTY/Spanish)
CAs must provide a typing speed of a minimum 60 words Per minute. 12/18/2000 Already in
effect
Handling of incoming emergency calls by automatically and 12/18/2000 Already in
immediately transfers the caller to nearest Public Safety Answering effect
Point —— AT&T already has methods and procedures in place where we
provide direct access to National Emergency Agency Database from
every CA position.
CAs answering and placing a TTY-based call must stay with the call for | 12/18/2000 12/18/2000
a minimum of ten mimtes and STS CAs must stay with the call for a
minimum of 15 minutes — Methods and procedures are being
developed.
VCO (Voice Carryover) and HCO (Hearing Carryover) are Tequired to 12/18/2000 Already in
be part of the standard features of Telecommunications Relay Services - effect
— AT&T currently exceeds this requirement with additional
enhancements beyond VCO and HCO. ‘
The ability to electronically capture recorded messages and retain them | 12/18/2000 Already in
for the length of the call — AT&T already provides this service by effect
utilizing the Play Back Device »m.
Maintaining a log of consumer complaints — AT&T maintains daily 12/18/2000 Already in
tracking of complaints through a sophisticated CICS (Comments effect
Inquiry Complaints System) database.

Note: To review the complete }’ederal Register for CC Docket No. 98-67, go to

http-/fwww.access gpo. gov/m decsHfedreg/a00062 1c html

03/29/01
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Attachment A3
ATET’s e-Account Management, Qutreach and Marketing Plan

contract terms and conditions. This Position will have overall res i s
relationship with Verizon Washington, D.C. (“Verizon DC).

The e-Account Managet's responsibilities are as follows:

.- Manage the day to déiy relationship between Verizon DC and AT&T for the
provision of Telecommunications Relay Service (TRS)

Ensure AT&T compliance with all aspects of the contract

Respond to questions and resolve service issues expeditiously

Oversee the e-outreach and e-marketing activities

Advise and implement new AT&T TRS features and services

Maintain an active }relationship with Verizon DC, DC Relay Advisory

‘Board, and members of the DC Relay Service (DCRS) user commun;

" Keep up to date on TRS in

dustry issues: Proactively provide industry
information to Verizon of DC staff and its Advisory Board.

With AT&T's e—pro;gram, the DCRS user community can take advantage of AT&T's e-

outreach and e-marketing program.  AT&T has a heavily visited web site,
http:/ /www.attcom/relay and it is fast becoming the Internet's preferred address for
relay users worldwide. Accessing AT&T’s site, will enable the user to read and/or
download information pertinent to their individual needs.

What's on-line for all District of Columbia Relay users? An eclectic, user froendly
combination of insights and answers that are both, informative and helpful to District of
peech Impaired and hearing communities alike. In
addition to being Bobby Approved (passed the analysis of accessibility based on the World
Wide Web consortiums Web Content

Accessibility Guidelines Jor deaf-blind relay users), some
of the standout features include:

®  Access to interactive features and communication

Access to District of Columbia Relay information, easily printed for complete or |
partial use for individuals or in state/local organiza

tional/agency newsletters
* E-Customer Care for consumers, including e-Feedback and e-Relay ChoicesM Profile
forms

Interactive product and service demos designed to educate relay users of all

"how to make a relay call" by watching an animated feature on their PC

® Helpful on-line hints that offer a "step-by-step" guide for each type of relay call
Links to sites for resources related to TTY equipment, state associations, and

ages on

* A T"What's New With Relay" section for up-to-date information,
Coming soon to consumers“of the relay site are:

* Links fo available state's Commission sites

* E-Customer Satisfaction Survey

* Updated information about new features (e.g. Speech-to-Speech and 900 services)

0329/01
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ATET Aelny Servicm

295 North Maple Avenue
Room 7128K2
Basking Ridge, New Jersey 07920

June 7, 2002

Susan Miller

Regulatory Manager

Verizon Washington, DC Inc.
1710 H Street, N.W,, 10th Fioor
Washington, DC 20006

Re: FCC Public Notice DA 02-1006

Dear Susan:

On May 1, 2002, the Federal Communications Commission (FCC) published a notice that it would
accepl applications for the renewal of siate telecommunications relay services {TRS) program

certification between July 28, 2002 and October 1, 2002. Cument state cerlifications axpire July
26, 2003.

ATAT is providing the attached documentation to assist you in preparing your applications for
renewal of the state TRS program certification. Enclosed piease find the following:

» FCC Public Notice DA 02-1006
' e AT&T Checklist of State TRS Mandatory Minimum Standards
* NASRA - State TRS Recertification Guidelines

The checklist of Mandatory Minimum Standards addresses the mendatory minimum operational,

technical and functional standards contained in 47 CFR. § B4.604. The checklist confirms that
ATAT Relay, as your TRS provider, meets or exceeds all FCC standards.

The NASRA State TRS Recertification Guidelines was provided by the National Association for
State Relay Administration {NASRA) board members during the NASRA conference on May 4,

2002. This guideline is also intended to assisl you in completing the application for renewal of the
state TRS program certification.

We hape you find this information helpful. If you have any further quastions or require additional
information to support your application, please feel free to contact me at (908) 221-2831 (V).

{?%:Mm

atly Ferran
Actount Manager

CC: Angela Lee, AT&T LGA
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State TRS Recertification

NASRA Suggested Guidelines for Submission:

| LI

Sample Cover Letter

Table of Contents

State Program Narrative

Coniract Suatus

' 64.604 Mandstory Minimum Standards

Operations! Suandards:

CA Standards

Confidentizlity and Context

Types of Calls

Emcrgency Calls

Reference 0 FCC public notice.

Signature of the Governor or agency/safl with
deiegaled autherity for sdministration of TRS,
Name, phons pumnber, and ¢-mail for state tontact
prrson.

Recommended.

A brief summary of the background and history
of the state program.

Include referance 1o xnd n copy of legislative or
other enabling suthoriry.

Information on the current contract, including
elfective and ending dates.

I the state is in trapsition between vendors, give
the status and years of the puigoing and incoming
providers’ coniracts.

Juclude copy of contraci(s).

You shonld review section 64.604 of the March
2000 Report & Order & Further Notice of
Propossd Rulemaking

Inciude 8 copy of vendor employmunt standards
for CAs.

Reference nverage typiog tpeed and any related
lesting or co-geing training if available.

Quality Assurance vesting by the vendor or state If
applicable.

Include copy of CA Osth of Confidentiality
Referenee vendor procedures for ensuring
sonfideptiality of calls snd/or (or 3 breach,
Reference any state policies or laws re CA
confidentiality if applicable.

Provide a brisf narrative sb the state’s compliance
with aach typs of mandated relay call.

May substitute 3 Types of Calls checklist or
similar worksheet provided by the vendor.

Dascribe the process for routing calls to the
appropriate PSAP.




i
)

\

InaCall chhume‘m of CAs
CAGender Preferencay
S$TS Calied Numbers
Tecbnical Standards:

Transmission Modes

Speed of Answer

Equal Access & COC

TRS Facilities

Technology (Enhanced)

Explain how the responding PSAP receives the
inbound caller’s ANI, ate.

Include 3 copy of vendor Emergency Cal
Procedures

Intlude any contract language or réquircments
for emergency ealls if applicable.

Provide the titne period CAS are required to say
On 2 standard TRS and STS calls,

Drycribe process to Inform TTY and velce user of
in~call replacamant of CA

Include/describe vendor procedurss for
compblisnce with this requirement.

Reference agaitional iraining provided to CAs
processing STS ealls,

Note sdditionsl qualifications/testing for STS
CAs.

Describe any STS ootresch activities by the state
il applicable.

Referencs basic transenission modes (ASCH,
Baudot, and veice).

Doty your nuata provide enhanced protocols such
(TurboCode, VRS, IP Ralay)?

Refersnce contract languaje requiring 85% in 10
seconds daily,

Dacribe any requirements stricter than 88/10.
Reference Blockage Rates.

Intlude sonproprietary performance dats,
Describe any quality sssurance programs or
efforts used by the state to verify speed of answer.

Indicate (bt aumber of IXCs aad disl-arounds
available on your platform

Describe the process the vondor or state uses to
Obtain mew ¢arriers on (bt platform.

Indieate you provide TRS 2477,
Indicate if you hava an In-state facility or share
facilities with other states.

1f you share traffic, what percentage is routed out
of state?

Include contract lsnguage for an uninterruptable
power source.

Include a copy of your (or your vepdor's)
contingency or disaster recovery plan.

Describe nny current technology provided above
minimum standards.




Voice Mui! & Interactive Menus

b

v
\

Functionsl Standards:

Complaint

Consumer Complaint Logs

Public Access to lnformation

Portability of Consumer Data

Rates

Jurisdictionn) Cost Separation

Dascribe future rechnologiss being projecied for
your platform during the eertification pariod
{thru 2008).

Describe curreal user accoss 1o these festures and
the process a CA and/or user must follow 1o
retrieve voice mall.

Reference “hot keys™ or CA recording devices,

Indicate contact or office for filing consumer
¢omplaints.

Include protedures for fling and reselving
complaints,

Raference siate's adoption of FCC Informal
tomplaint process.

List all methods for Bling (phone, fax, emsfll,
webslte, stc.).

Statement of state’s complianes with the
submissicn of an annual consumer complaint Jog.
You must include copiss of your 2002 and 2003
logs with your certification. Submission of your
2003 log i also required vuder separate cover,

Summary of all aveyues of information and
information provided in your state.

loclude copies of the TRS page in your telephone
directories, billing inseris, newsletiers, weinites,
stc.

Include information on your TRS Board or
Council metiings, their make-op, their mission, if
applicable,

Include 2 summary of TRS Dutreach activitles

With reference to the target audience(s) if
applicable.

Refarante contract languags or other
documentation that TRS consumer informatisn
{profilev/branding) can be iransforred from an
entgolog TRS vendor to an incoming TRS vender.

Reference contract language or other
documentation that TRS users will pay no more
than rates for functionslly equivalent voice calls.
Moy intlude explanation of Flat Rete plans or

other billing arrapgements in current or future
CONTALLL

A brief explanstion of hew the siate iptrastate

program Is funded (type of tund and who
coutributes).




Include 8 copy of the enabling Jegislation or PUC
Order.

A brief atatement of how interstate calls sre
funded (NECA).

i

Exceeding FCC Minimum Sund,‘nrds 1 VWhen a state program axceeds the FCC minimoum

requirtments, you must explain how the program
Qocs not conflict or circurnvent the federal
requirsment.
Method of Funding, Not Offensive A briel statement op how the funding for the
intrastete was originally or corvently
communicated to the public,
Include » copy of 3 phone bill (surcharge).
Iegisistion or Order (rate basa), ste.
Stwatement or sxhibit must pot be offensive 1o relay
users or gensral public,
Statement or exhibit thould promote
' understanding of TRS snd how to sccess ralsy.

Retommended Appendices:

Copy of State Law/PUC Order
Copy of Currept Contract

Provider Features/Functions Matrix, Type of Calls Checklist
‘ CA Training Outline

CA Oath of Conlfidentiality and/or copy of state law
Emergency Call Procedures
Contingency/Disaster Recovery Plan :

Current Call Volume sed Answer Performance {Sample Daily/Monthly Report)
Copies of phone biils, directory information, or billing inserts

Qutrench Program (if applicable)

Quality Assurance Program (if applicable)

Exhibits:

Consumer Complaint Logs, 2001 & 2002 (required)
Promotional Items (optionah

Conzumer Training Materiah (optional)

Outreach Presentations (optiopal)

*% TOTAL PRGE.B7? **
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AT&T RFP RESPONSE (relevant portions)

Exhibit 5
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295 North Maple Avenue
Basking Ridge, NJ 07920

March 2, 1992

Mr. John J. Mullally

Quotation Registrar

Bell Atlantic Network Services, Inc,
1310 N. Court House Road, 8th Floor
Arlington, VA 22201

Dear Mr. Mullally,

AT&T is pleased to submit our proposal for the provision of district-wide
Telecommunications Relay Service to the Chesapeake and Potomac Telephone
Company. ‘

We have reviewed your Request For Proposal carefully and are confident we have
the experience, resources, and expertise to provide the District of Columbia residents
with the high quality, customer-focused relay service they deserve,

We appreciate the opportunity to present the many unique features of our
Telecommunications Relay Service to the Chesapeake and Potomac Telephone
Company. The knowledge and experience we hive gaincd through working with the
user community and managing Telecommunications Relay Service centers across the
country bas enabled us to continually expand and improve our service offerings. We

will continue 10 seek out ways to further respond to customer demands and cmpower
OUT users,

If selected as the District of Columbia’s Telecommunications Relay Service provider,
we will work closely with deaf, hard-of-hearing, deaf-blind and mute communities to
eunsure the District of Columbia’s Telecommunications Relay Service meets or
exceeds users’ needs and expectations, 24 hours a day, seven days a week.

AT&T will be pleased to provide interim service from an existing AT&T TRS center
until such time that the standalone District of Columbia Telecommunications Relay
Service center is operational.




AT&T will provide support to the Chesapeake and Potomac Telephone Com;_)any in
% applying for Telecommunications Relay Service certification to comply with the

Americans with Disabilities Act as mandated by the Federal Communications
Commission,

Xf you need any additional information, please contact me on 908-221.5268 (TT) or
908-221-7573 (voice).

Sincerely, -

B Bl

Al Binford
General Manager

Enclosures

,‘

**x TOTAL PAGE.B2 #x




2. Mandatory Operational Functions

21 Basic Service

2.1.1

2.12

213

2.14

2.15

The District of Columbia relay service will be designed to provide

a means whereby a deaf, hard-of-hearing and/or mute person

utlhzmg a Text Telephone (TT) can communicate over the existing
telecommunications network with a non-TT user (and vice-versa)

through the voice and/or hearing assistance of a relay system CA.

The District of Columbia TRS will accept calls from TT or
computer equipped callers, place a call to a hearing and/or voice-
capable individual and translate electronic messages to voice
messages and voice messages to electronic messages.

The District of Columbia TRS shall accept calls from hearing
and/or voice-capable callers, place calls to TT or computer

~ equipped individuals and tramslate voice messages to electronic

messages and electronic messages to voice messages. '

Voice and Hearing Carryover

2.14.1 The District of Columbia TRS will provide both voice and

hearing carryover upon request of the user. Carryover is
a standard feature in all AT&T TRS centers.

Voice carryover allows a hearing impaired person with
understandable speech to communicate directly with a
hearing person and receive the message typed back on the
TT. Hearing carryover allows a mute person with hearing
capability to hear what the other person is saying and to
type back the response to be spoken by the CA.

System Access

2.15.1 The District of Columbia will be accessed by callers via a

telephone number that can be reached by voice or TT

users located in the District of Columbia without charge
to them.




22

Hours of Operation

221

AT&T will operate the District of Columbia relay center 24 hours
per day, seven days a week. At least one party to the relay call will

be a local exchange telephone customer located in the District of
Columbia to use this service.




23 Call Carriage

231

AT&T will arrange with C&P Tefephone for the provisioning of

one local telephone number equipped with Integrated Services
Digital Network (ISDN) and extended area access with no charge

'tq the calling party for access to the District of Columbia TRS

cgnter This access number will be for both voice and TT
originated calls.

All calls would have the capability of terminating in the District of
Columbia, in the Washington LATA, interstate and to English
speaking individuals at international points.

All relay calls are billed "virtual call’, that is, point of origin and
point of termination. AT&T’s sophisticated billing system for TRS

keys on the originating phone number and the terminating number
and bills accordingly.

" InterLATA calls originating in the District of Columbia where the

customer specifies an interexchange carrier other than AT&T would
be accessed over local trunks by utilizing that carrier’s access codes.
AT&T has the capability to create a billing record which can be

sent to a District of Columbia TRS customer’s interexchange carrier
of choice for billing.

The District of Columbia TRS users will have the capability of
having their relay calls handled by an interexchange carrier of the
caller’s selection other than AT&T (either the presubscribed toll
carrier or the toll carrier requested at the time of the call). Upon
user request, the CA will dial the access code for the selected
interexchange carrier and process the call.

AT&T can provide messager call detail to other carriers for
purposes of rating and billing their own calls. We currently have in
place the means of electronically transmitting billing records to
C&P Telephone for billing of its intraLATA traffic. We will
negotiate with participating interexchange carriers the optimal
method of media transmission for their interLATA traffic.




Following is a proposal on how AT&T would offer this service:

AT&T will create for each relay assisted call an Exchange Message
Interface (EMI) record as described in Bellcore Publication SRISD

000320. The record will contain, at a minimum, the following
information:

a. Telephone number or calling card to be billed (NPA-NXX-
LINE)

b. Originating telephone number (NPA-NXX-LINE)

c.

Terminating telephone number (NPA-NXX-LINE)
d. Date

e. Start Time (the time the calling party is initially connected to
the called party or to an answering machine at the called
party’s number or o a recorded message or intercept for the
called number).

£

End Time (the time when either the called party or the calling
party hangs up).

g. Length of call to the nearest full second (the time between
Start Time and End Time).

Originating and terminating exchange names will be populated in

the billing record by the entity that rates the call, based upon the
"From" and "T'o" numbers.

1. The District of Columbia TRS would then distribute the virtual
call detail to the customel’s carrier for rating and billing, in
accordance with the arrangements mentioned above.

2. 'The receiving carrier would be responsible for establishing the
necessary internal procedures for billing the calls and collecting
the associated revenue.

3.

The user would be charged the rates of their carrier for a

point-to-point call, minus any applicable discounts offered by
the carrier.

A "Network Design Diagram" illustrating this call flow can be found
in the back of this section.
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No Charge to Access the Relay Center

24.1

District of Columbia TRS users will not incur any additional
charges to access the TRS system.




2.5 Intrastate (Intradistrict) and Interstate Toll Call Billing

251 AT&T District of Columbia TRS customers will be charged for all

calls at rates which are no higher than the rates charged for
functionally equivalent voice communication services.

A‘H‘AT&T discounts, as restricted by service and governed by
tariffs, will apply.




2.6

Confidentiality of Calls

AT&T’s confidentiality standards are strictly adhered to by each and every
CA on each and every call.

2.6.1

262

AT&T will not permit CAs to make any value judgement regarding

legality or obscenity of the content of the message and will ensure
that the CAs relay all messages received.

To ensure customer privacy, AT&T does not maintain written or
electronic scripts of any conversation. Typing by a TT user or the
CA appears on the screen during the conversation and is
automatically cleared when the conversation ends.

CAs and supervisory personnel do not reveal any information about
any call, including the fact that the call occurred. The TRS system
records and retains the minimum necessary for billing purposes.

AT&T’s policy to preserve confidentiality is outlined below.
1. AT&T will design the TRS center to ensure maximum security

and protect call information from visitors and/or unauthorized
persons.

Each AT&T CA will adhere to the "AT&T Code of Ethics" and
will keep all communicated information strictly confidential. A
copy has been included in the back of this section. In addition
to the "AT&T Code of Ethics", there are other company
policies, practices, and instructions, as well as legal and
common-sense standards of conduct, that govern workplace
conduct and to which all employees must adhere.

All CAs will be required to sign the Pledge of Confidentiality.
A copy has been included in the back of this section.

All CAs will be assigned a code number to ensure anonymity.

AT&T will work with C&P Telephone Company to develop
specific policies and to adjust the current TRS policies to meet
the specific needs of the District of Columbia. These policies
may include protocols employees are encouraged to use to
prevent unintentional disclosure of relayed conversationms.
Upon request, AT&T will provide a copy of the Confidentiality
Policy and make available during workshops, seminars, outreach

and community awareness programs, and posted at the
operations center.




2.6.3

2.6.4

2.6.5

2.6.6

All CAs are trained not to reveal the identity of fellow CAs
employee identification numbers. -

AT&T CAs will be resiricted to collecting only that personal

.information necessary to provide and bill for the relay service being

rendered except when necessary to respond to customer complaints.
This information will not be used for any other purpose.

CAs will be trained to ask questions about procedures without
revealing names or specifics that will identify the caller. If a user
is in an emergency or life-threatening situation or causes an
emergency situation to exist by threatening the CA or the TRS,
names and specific information may be disclosed by the CA to a
supervisor to expeditiously address the situation.

All CAs are required to sign a Pledge of Confidentiality promising
not to disclose the identity of any callers, fellow CAs, or any

. information learned during the course of relaying calls. This applies

during the period of employment as a CA and/or after termination
of employment.

2.6.5.1 When training new CAs by the method of sharing past

experience, trainers will not reveal any of the following
information:

i. names of the parties on the call;
ii. genders or ages of the parties on the call except
relevant to the training itself;

iii. originating or terminating points of the call; or

iv. specifics of the information conveyed
2,652 CAs will not discuss, even among themselves or their
supervisors, any names or specifics of any relay call, except
in instances of resolving complaints. CAs may discuss the
general situation that they need assistance with in order to
clarify how to process a particular type of call.

Watching or listening to actual calls by anyone other than the CA

including other CAs is prohibited except for on the job training and
supervisory oversight.




2.7 Emergencies

271

CAs of the District of Columbia TRS will give their undivided
attention to all emergency calls.

As a matter of policy, AT&T will publicize and encourage callers
to dial 911 directly in the event of an emergency. In our
promotional and educational efforts, we will attempt to educate

callers that the relay center is not a substitute for local public safety
answering points or 911 centers.

We realize however, emergency calls will occasionally reach the
cenfer when the caller insists on using relay in the instance of life
or death situations. We have procedures in place for receiving,
transmitting and tracking emergency calls. For example, the CA
will attempt to connect the call through the District of Columbia
TRS with the appropriate emergency agency. The CA will stay on
the line and provide other assistance to the caller and the

emergency agency. We will review the emergency plan with C&P
Telephone prior to the start of operation.

In addition, AT&T has a national mechanized database of
emergency numbers available to CAs in emergency situations. If
the TT caller requests that the CA complete an emergency call, this
will be done as quickly as possible. AT&T has the ability to secure

emergency agency numbers based on either calling number or
caller’s geographic location.

Whenever emergency calls are processed, there is a risk that calls
could be sent to an inappropriate emergency agency. AT&T
requests the assistance of C&P Telephone in obtaining all 10 digit

emergency numbers for agencies throughout the District of
Columbia and for regular updites to these lists.




2.8

Equipment

2.8.1

AT&T will furnish all necessary state-of-the-art telecommunications
equipment, software and technology. The transmission circuits will

-meet or exceed FCC interexchange performance standards for

circuits loss and noise. The telecommunications equipment and
station terminals in the District of Columbia TRS will receive and
transmit TT signals in either Baudot or ASCII codes in addition to
automatically identifying incoming calls as either Baudot or ASCII.

The terminals, keyboards, and modems that will be utilized in the
design of the District of Columbia TRS will be compatible with
computers up to and including 2400 bps. The TRS system design

is not technically capable nor economically feasible of supporting
computer accessibility up to 9600 bps.

The District of Columbia TRS will utilize modems that allow for

~ switching and transmission of the call.
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Billing

29.1

AT&T utilizes an automated system to capture all long distance and

toll call information pertaining to the billing of District of Columbia
relay calls. '

AT&T will create for each relay assisted call an Exchange Message
Interface (EMI) record as described in Bellcore Publication SRISD

000320. The record will contain, at a minimum, the following
information:

a.

Telephone number or calling card to be billed (NPA-NXX-
LINE).

Originating Telephone Number (NPA-NXX-LINE).

Terminating Telephone Number (NPA-NXX-LINE).

Date

Start Time (the time the calling party is initially connected to
the called party or to an answering machine at the called

party’s number or to a recorded message or intercept for the
called number).

End Time (the time when either the called party or the callin
party hangs up).

Length of call to the nearest full second (the time between
Start Time and End Time).

Originating exchange name will be populated in the billing

record by the entity that rates the call, based upon the "From"
number.

Users of the relay center will be billed in the following manner:

AT&T will transmit all call information necessary to rate
and bill the call to C&P Telephone, AT&T’s biller.

Local messages will be printed on the customer’s C&P
Telephone portion of the bill.

AT&T messages will be printed on the AT&T portion of
the bill. -




AT&T: can complete, record and bill for Interstate and
International calls which originate or terminate in Washington,
D.C. The calls will be treated as point-to-point calls and be
billed as such. AT&T's FCC tariffs specify the rates which
apply for interstate and international TRS calls. For interstate
direct dialed TRS calls made by certified users, day calls will
receive the evening rate, evening calls will receive the night
rate, night calls will receive the nigti{rates. If the call is one in
which an operator handled surcharge would apply (e.g. collect,

third number, time & charges, etc.) the surcharge would apply
to the TRS call. International calls are not discounted.

AT&T can provide message call detail to other carriers for
purposes of rating and billing their own calls. AT&T currently
has in place the means of electronically transmitting billing
records to C&P Telephone for billing of its Intradistrict traffic.
AT&T will negotiate with participating Interexchange Carriers

the optimal method of media transmission for InterlLATA
traffic. |

Outlined below is a proposal on how AT&T would offer this
service:

1) The customer would access the District of Columbia relay
center via the published numbers.

2) The District of Columbia relay center would record the

"Virtual" call detail. The "Virtual" call detail would

contain, at a minimum, the data outlined in the following:

AT&T will create for each relay assisted call an Exchange
Message Interface (EMI) record as described in Bellcore
Publication SRISD 000320. Please see Section 2.9 in this
response for details.

Originating exchange name will be populated in the billing

record by the entity that rates the call, based upon the
"From" sumber.

3) The District of Columbia relay center would then distribute
the "Virtual” call detail to the customer’s carrier of choice

for rating and billing, in accordance with the arrangements
mentioned above.

4) The receiving carrier would be responsible for establishing
the necessary internal procedures for billing the calls.




5) The user would be charged the rates of their carrier for a
point-to-point call, minus any applicable discounts offered
by the carrier.

For additional information, pilease refer to Section 2.25 "Call
Billing Record."




210  Back-Up Power

2.10.1 AT&T is committed to providing a continuous, uninterrupted

Telecommunications Relay Service for the residents of the District
of\ Columbia. ‘

The site selected as the TRS center for the District of Columbia
will be equipped with a generator to provide virtually unlimited
power back-up, beyond the eight hour mandatory requirements in
the event of a commercial power outage. There is sufficient
nominal holdover (fifteen minutes) to support the switch system, its
peripherals and adjuncts while the generator reaches full power
(approximately 30 seconds). The generator also supports the switch
room environmentals (air conditioning, fire suppression system,
emergency lights and system alarms) and CA work site emergency

lights, operator consoles/terminals, and Call Detaill Record
recording,

Another AT&T advantage is continued service in the event of an
extended power interruption. This option is described in the
Service Recovery Plan, Section 3.3.1 of this proposal. This option
allows for calls to be diverted to the AT&T TRS Network in the
event a center is unable to maintain service for whatever reason.
This redundancy would be a standard part of the Advanced 800

Service supporting AT&T Telecommunications Relay Service in the
District of Columbia.

By providing redundancy upon redundancy, AT&T demonstrates a

further commitment in providing a reliable Network to the TRS
users.




0 211  Switching System

2.11.1

2.11.2

2.11.3

The DEFINITY Generic Series includes a duplicate common
control. This means that not only the CPU itself but all the central
call processing and maintenance functions, system memory and the
common control power supply are duplicated. The duplicate
common control operates in a "hot stand-by" mode, ready to take
control if the main common control begins to have problems. A
full Maintenance and Administrative Terminal with keyboard,
screen and printer capabilities will be provided. This provides on-
line system monitoring and real time programming capabilities
without taking the system off line. Preventative maintenance can
also be performed without taking the system off line. In addition,
the system will initiate a trouble call to an AT&T traffic and
maintenance center when the system notices deviations from normal
operating parameters. If the maintenance center cannot resolve the

problem remotely, a technician will immediately be dispatched to
the District of Columbia relay service.

AT&T will maintain an inventory of spare parts on premises. This
inventory will ensure that the required levels of service are met.
The inventory will include but will not be limited to:

1 Universal Port Carrier

1 Analog Line Interface

1 Digital Line Interface

1 DS1/DMI Trunk Interface

1 PRI ISDN Line Interface

1 Callmaster Terminal (CA telephone)
1 615 Terminal (CA terminal)

2 TT Interface Modems

The TRS system will be able to provide hardware and software

check capabilities to detect troubles and verify the source of a
trouble.

The TRS system will provide trouble notification for local and
remote locations.




2.13

213.1 AT&T’s proposal presents two

Location of the Center

pricing scenarios. The first is for a
center to be located within the District of Columbia. The second

is for a center to be co-located with an existing AT&T TRS center,
Both scenarios include an Outreach Manager position. This

manager is selected with the assistance of the end user community
as well as deaf advocates.

The primary responsibility of this position is to create and maintain
client relationships in the District of Columbia. This relationship
is built on establishing formal and informal relationships with deaf
advocates, end-users, Product Management, state advisory boards
and TRS/OSD center personnel. This manager will continually
develop functioning feedback loops among these groups to enable
the ongoing improvement in service delivery and product offerings.

Our intent is to meet the needs of the District of Columbia
residents and end-user communities by collaborating with
organizations and businesses located in the District of Columbia
that serve deaf, deaf-blind, hard—of—hearing and mute individuals,
Alt emote to DCthe Qutreach Manager will seek the advice
and mput from local and national advocacy groups such as
Alexander Graham Bell Association of the Deaf Inc., District of
Columbia Association of Deaf Citizens and others located in the
nation’s capital. In addition to advocacy and community
organizations, major schools for the deaf, deaf-blind, hard-of-
hearing and mute individuals such as Gallaudet. We will

accommodate any requests from user organizations or individuals
requesting information about relay service.

AT&T’s Network and Call Managing Reporting System can be
customized to reporting District of Columbia’s specific quality of
service information regardless of whether or not the District of
Columbia TRS is located within Washington D.C. or elsewhere,




2.14

Start Date

2.14.1

AT&T can provide interim relay service that meets FCC standards
starting May 30, 1992 until September 9, 1992 when the Washington

- D.C. TRS location is fully operational.
M

If C&P telephone selects AT&T’s regional proposal this TRS

option will be available to the residents of the District of Columbia
no later than May 30, 1992.




2.15  Affirmative Action

2151 AT&T fully understands and will meet all affirmative action
guidelines as established by the District of Columbia for firms doing
business with the District of Columbia Government.




216  System Documentation

2.16.1 AT&T, if the successful bidder, will provide two sets of all
administrative, engineering and maintenance documentation in
_addition to a complete set of non-proprietary hardware repair

. diagrams, schematics, circuit descriptions, system schematic
drawings and wiring diagrams.




0 217  System Training °

2.17.1 AT&T, if the successful bidder, will provide administrative and
maintenance (hardware and software) training for the system.
Training will be available or regularly scheduled basis.




2,18  System Quality

2181 AT&T, if the successful bidder, will submit a quality

assurance/quality control manual and/or document covering the

~ topics of manufacturing, installation, and repair processes for the
‘final system and its major components and/or subsystems.




2.19  System Technical Support

2.19.1 On Site Plan

AT&T would have an on site Technicai Services Administrator
responsible for the e —SFhE

-to-day functionalify of ithe Telay
tdministrator is trained and familar with TRS and

problems and adept at the isolation and resolution of trouble if it
should occur. AT&T has a multi-tiered support system that ranges
from Field Assistance Support Teams and Remote Maintenance

and Testing Systems to Information Management System design
groups and Bell Laboratories.

AT&T’s service encompasses remote testing and diagnostics. A
team of dedicated experts is responsible for remote testing,
diagnostics and trouble clearance. This AT&T Technical Services
Center (TSC) is manned 24 hours per day, seven days per week.
The TRS switch is engineered to automatically detect and report
troubles to the TSC. The TSC receives the trouble report and
notifies the remote technicians that a problem exists. When AT&T
receives a major alarm report, remote maintenance personnel will
attempt to resolve the major failure, regardless of the time of day.

0 The TSC will work with the site Technical Service Administrators

to resolve the problem if possible and dispatch an additional
technician (s) if necessary.

AT&T has an excellent track record for responding to customers
during emergencies and after catastrophic events. AT&T is able to
mobilize its resources quickly and effectively for anything from a
single-site emergency to a widespread disaster. Established
management programs such as the Emergency Service Plan and

Administrative and Technical Escalation Plan support our services
in responding to customer needs.

Emergency Service Plan

The Emergency Service Plan establishes procedures for assistance
in the event of a catastrophic event such as a fire, flood or
earthquake. This plan provisions for the shipment of new

equipment within 24 hours in the event of damage beyond repair to
equipment.




Administrative and Technical Escalation Plan

The AT&T Administrative and Technical Escalation Plan is one of
the many management programs designed to meet service needs.
This plan provides uniform nationwide procedures for ensuring the
efficient and timely utilization of the complete spectitum of
resources supporting our field services personnel.

» System technicians are supported by three levels. If a trouble
situation canmot be quickly resolved, the system technician
escalates the problem to a Tier II support organization that
assists with resolution. If the Tier II organization cannot foresee
resolution within a prescribed timeframe, the problem is
escalated to a Tier ITI organization. The Tier III organization
is staffed with specialists who have sophisticated and extensive
training. In extreme circumstances, AT&T Technologies or
AT&T Bell Laboratories may be consulted to resolve a problem.
Time intervals for resolution by each Tier are generally one

hour, depending upon the nature of the problem and if
resolution is foreseeable.

In addition to the above techmical escalation procedure, the

system technicians have the following local escalation procedures
in place:

Local technician must escalate to first-level management if
appropriate action is not taken.

First-level management must escalate to second-level
management if appropriate action is not taken.

Second-level management must escalate to third-level
management if appropriate action is not taken.

The above escalation goes through the lines of the service
organization until satisfactory results are accomplished.

Material Management Organization

AT&T’s Material Management Organization is responsible for
maintaining adequate levels of maintenance stock at the local
material stocking locations. AT&T has strategically deployed the
material stocking locations throughout the United States. On a
day-to-day basis, these centers play a critical role in the restoration

of customer service by providing our field technicians with the

replacement parts and maintenance crash kits needed to restore
service.




2.20

System Test and Analysis

220.1 Special Tests and Maintenance

The District of Columbia TRS center will be provided with a
DEFINITY Generic Series switch. The maintenance plans for the
DEFINITY reduce the cost of maintenance and reduce system
downtime by providing fast and accurate fault detection and
diagnosis. Operational error processing automatically analyzes
errors reported from normal call processing, runs tests to verify
each error, and determines the severity of the problem. For severe
errors, recovery action is initiated within seconds, switching to
standby circuits, making the faulty circuit unavailable for service,
and generating an alarm. Less serious errors may be logged and
their frequency of occurence monitored without generating an

alarm. Constant internal monitoring mitigates the possibility of a
system crash.

For the critical subsystems (common control, time-multiplexed
switch, and npetwork modules) DEFINITY Generic Series
automatically detects 90-99% of faults and isolates the faults to a
first-choice circuit pack. Switch maintenance diagnosties can now
cover apptoximately 70% of the switch hardware. Ninety-five
percent of all faults are addressed by specialists with direct access
to diagnostic equipment and design and manufacturing experts at
AT&T. Using maintenance hardware, there are a number of
maintenance tests that the DEFINITY Generic Series performs
automatically and/or that are easily performed by systems
technicians to further reduce maintenance costs and downtime:

» X-Ray testing

» Reinitialization

Periodic and time-available' background tests
* Terminal tests

Hyperactive endpoint tests

Maintenance procedures include both the automatic system checks
and audits that occur continuously and the manual diagnostic and

repair procedures used by systems technicians to identify and
resolve problems.

» FError detection and logging

« Circuit pack replacement and verification testing
 Frror recovery

» Alarm Reporting




220.2

More detailed documents explaining maintenance tests and
procedures can be provided on request.

The DEFINITY Generic Series is a highly reliable sysiem that has

gone through an intricate design process and extensive testing. It

is, a proven product. The system receives a complete series of
il“lstallation checks at the customer site before cutover.

Acceptance Testing

AT&T design laboratory, (AT&T Bell Laboratories) initially
performs extensive testing to verify DEFINITY Generic Series
performance under maximum load. This includes both software and
hardware performance. Each system must demonstrate its ability
to perform without degradation under maximum load before the
factory begins manufacturing the final customer-specific product for
shipment. The proven-design component is used as the core system

for the customer-specific product. The factory verifies that each

system is assembled correctly and performs as intended.

The functional pre-delivery tests consist of a battery of procedures:

Environmental stress screening techniques (accelerated thermal
and electrical stresses)

* In-circuit test

¢ TFunctional tests

24 hour exercise test in a burn-in environment (all operations of
system hardware simulated). All functions must pass before the

system is shipped. Shipment from the factory is proof of positive
testing results. '

ATE&T has established a very stringent set of test procedures that
are conducted after system installation and prior to cutover. These
procedures are implemented to ensure the high standard of
performance, functionality and reliability required of AT&T
designed and manufactured switching equipment. The satisfactory
completion of these tests ensures the system will operate as
designed after cutover. A re-test will be scheduled for any
unsatisfactory results. In order to minimize disruption to users,
AT&T does not employ testing after system cutover. AT&T will
monitor the system under day-to-day operating conditions and will

monitor and analyze all trouble reports via the help desk that will
be established.




The following provides an overview of the procedures involved with
performing tests on the DEFINITY Generic Series system. Prior
to cutover these tests check the operational integrity of the system
and ensure the system performs trouble-free prior to cutover but
may also be used to test additions and upgrades.

Tests are divided into the following:

Microdiagnostic Tests
X-Ray Tests

Demand Tests

Feature Tests
Peripheral Tests

System Integration Tests

Further details of these tests and procedures can be provided on
request.
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Presubscription Utilization

2211

2212

The District of Columbia TRS users will have the capability of
having their relay calls handled by an interexchange carrier of the

_caller’s selection other than AT&T (either the presubscribed toll

carner or the toll carrier requested at the time of the call). Upon
user: request, the CA will dial the access code for the selected

interexchange carrier and process the call.

When a customer does not or cannot select an interexchange carrier
of their choice, the CA Carrier Selection Sample Script on the

following page is used to determine the customer’s selection of an
interexchange carrier.

The AT&T TRS will be designed to comply with all applicable
equal access and nondiscrimination requirements. AT&T will
obtain written approval by C&P Telephone of all such scripts.




Sample
CA Carrier Selection Script

When a customer does not or cannot select an interexchange carrier
of their choice, the following flow chart is used to determine the
customer’s selection of an interexchange carrier:

Step #1

CA says or types: "Your call will be handled by the long distance
carrier of your choice. Please advise me of your selection."

If the customer chooses a carrier on the list, the CA hands off
the call.

If the customer selects a carrier not on the list refer to step #4.
If the customer does not make a selection, continue to step #2.

Step #2

If the customer does not make a selection, the CA will say/type:
"I'm sorry, I am unable to complete your call unless you select a

long distance carrier. You may choose from either AT&T or US
Sprint."

Step #3

If the customer refuses to choose a carrier, the CA will say/type: "1

am sorry, without your selection I cannot hand-off your call to a
long distance carrier.

Would you like me to repeat the list?"

- If customer responds "Yes", the CA reads/types the list again.

- If the customer responds "No", the CA repeats the script of
Step # 3 again,




O 211  Switching System

2.11.1 The DEFINITY Generic Series includes a duplicate common
control. This means that not only the CPU itself but all the central
call processing and maintenance functions, system memory and the
common control power supply are duplicated. The duplicate
common contro] operates in a "hot stand-by" mode, ready to take
control if the main common control begins to have problems. A
full Maintenance and Administrative Terminal with keyboard,
screen and printer capabilities will be provided. This provides on-
line system monitoring anrd real time programming capabilities
without taking the system off line. Preventative maintenance can
also be performed without taking the system off line. In addition,
the system will initiate a trouble call to an AT&T traffic and
maintenance center when the system notices deviations from normal
operating parameters. If the maintenance center cannot resolve the

problem remotely, a technician will immediately be dispatched to
the District of Columbia relay service.

AT&T will maintain an inventory of spare parts on premises. This
inventory will ensure that the required levels of service are met.
The inventory will include but will not be limited to:

1 Universal Port Carrier

1 Analog Line Interface

1 Digital Line Interface

1 DS1/DMI Trunk Interface

1 PRI ISDN Line Interface

1 Callmaster Terminal (CA telephone)
1 615 Terminal (CA terminal)

2 TT Interface Modems

2.112 The TRS system will be able to provide hardware and software
check capabilities to detect troubles and verify the source of a
trouble.

2.11.3 The TRS system will provide trouble notification for local and

remote locations.




212

Quality of Service

2121

2.12.2

2.12.3

Usage

No restrictions will be placed on the length or number of calls
placed by customers through the TRS. The system will be designed

to ‘Carry traffic during peak periods and to meet all operational
requirements and standards during such period.

Blockage Rate

Busy hour blockage rate for all calls into the relay center will be no
greater than one (1) in one hundred (100) calls. AT&T will
measure this by sampling the number of calls being blocked at a
minimum of every 30 minutes for each 24 hour period.

Average Answer Time

AT&T is submitting two system designs in this proposal.’ One
design requires that 85% of all calls be answered within 10 seconds
of commencement of queue/CA ringing with actual relay service to
begin within 30 seconds of answering. The second design requires
that 90% of all calls be answered within 10 seconds of

commencement of queue/CA ringing with actual relay service to
begin within 30 seconds of answering.




Step #4

When a customer requests access to a carrier other than AT&T not

having arrangements for call "hand-off’ with AT&T, the CA will

respond by saying/typing "I am sorry, that long distance carrier is

. not available through the Telecommunications Relay Service. TI'll
be glad to connect you with a long distance carrier on our list.

Would you like me to read the list?"

- If the customer responds "Yes", the CA readsftypes the list
again.

- If the customer responds "No", the CA states the script under
Step # 2.

If, in a particular case, the CA has used the foregoing
announcement flow chart above to explain to the customer his
responsibility to select an interexchange carrier from the list above
of available interexchange carriers, but the customer has failed to
select an interexchange carrier from the list, the CA will furnish any
additional necessary explanation to the customer in a manner which

conforms to the language and intent of the Announcement Flow
Chart.




222 Public Service Commission Order Compliance

2221 AT&T and AT&T's District of Columbia relay system will comply
with all requirements as expressly stated in the District of Columbia
Public Service Commission’s Opinion and Order, Order No. 9927,

Formal Case No. 850, Section VII B, Entitled "Telecommunications
Relay Services".




223 Recorded Announcements

223.1 Recorded announcements, as appropriate will be provided if a
system failure occurs within the relay switch or on outbound
circuits. Both voice and TT messages will be provided,
"acknowledging, however, that intercept messages on inbound
circuits may not be under the control of AT&T.




224  Billing Arrangements

2241

AT&T will provide for direct distance dialing and alternate billed
calls to include the handling of calling card calls, collect calls,

person-to-person calls, calls to or from hotel/motel rooms, and calls
charged to a third party.

AT&T will use C&P Telephone as a billing contractor in the
District of Columbia. The role of C&P Telephone will be virtual
call rating, issuing the bill for virtual call detail, and financial
reporting. These procedures are consistent with existing AT&T

contract requirements for the billing of message rating system
services.

Users of the District of Columbia TRS will be billed in the
following manner:

AT&T will transmit all call information necessary to rate and

bill the call to C&P Telephone Company, AT&T's biller, within
14 days.

Local messages will be printed on the customer’s C&P
Telephone portion of the bill.

AT&T messages will be printed on the AT&T portion of the
bill.

To facilitate customer assistance, billing inquiry will be performed
by C&P Telephone for local messages billed on the C&P Telephone
portion of the bill. Customer billing inquiry will be performed by
AT&T for messages billed on the AT&T portion of the bill.

Calls may be billed to a Bell Atlantic IQ card or to an AT&T or
other interexchange calling card.

No user of AT&T’s network can currently use major credit cards to
charge telephone calls, except from designated pay phones. Efforts

are being made to open up this capability for all AT&T customers.

When that effort is completed, the District of Columbia TRS users
will bave that capability as well.




Calls from a pay phone must be coliect, third number billed, or

charged to a calling card. Sent paid calls from a coin phone are not
allowed.

A sample of the bill format can be found immediately following this
" section.
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Dec 10,1550

Account Nuaber
Statesent Date

Page <

Sampl

e Bill

Questions !Fer billing questisns ealls

. Mo Charge 1 200 772-3140
:-rvi;. Itm Late Time MNMin u Place and Nuabar Called Charge
res -
Calls 1 Bev 5 1028A 1 N V]A RELAY - 242 5785 .15
& Nov B 1216P 3 D VIA RELAY - R13 674 6£21 .39
3 Nov & 1243P L] E RELAY 213 975 6631 .17
& Nov B 727P 2 RELAY - 242 5785 14
S Kovl2 457P 6 1 ADMAMERA CA = 573 2034 &9
6 Novi3 §52P 1 E SAN MONICA CA 2137 322 7086) .08
7 Novi3 §51P 1 PE SAN MONICA CA 213 822 7061 .08
2 Neovid 1007P 1 DE SAN MONICA CA 213 222 7081 .08
9 Novié 203P 1 DD SAN MONICA CA 213 BR22 7061 A5
10 Hovi& &17P & DD SAN MONICA CA 213 322 7061 .60
11 Novld €39P 5 DE ALHAMBRA CA = 573 2034 e
12 Nov23d 1024A 3 DD ALHAMBRA €A = 573 2034 46
13 Nev23 152F 7 DD CAPITRNVLY CA 714 492 9934 ~1.58
14 Kov24 B8023P & DN ORANGE CA 714 318 5886 .27
15 Nev29 EECP S DE SAN MONICA CA . 213 822 70861 .29
16 NovI0 S520P 1 DE ﬁ&iﬁDALE CA = 242 5785 .08
17 Dec 3 B833A 5 D RELAY 213 &53 3601 51
18 Dec 3 E3&P % DE VIA RELAY 213 419 1234 22
19 Dec & 854A 7 D 81 RELAY 213 419 1234 .84
20 Dec & 750P 16 IE GE CA 714 E18 E&86 1.82
27 Dec 8 1153A 2 DR ORANGE CA 714 53B 5&B6 1.56
+ See Rate Xey on Reverse
fervice Area Call Subtotal $10.87
Zonz § Itz Date Tine Min % Zone Place and Nurmber Called Charge
an
Calls 22 Nev2b 1003A 2 Db 3 V1A RELAY 213 552 5637 14
K Ses Rate Key on Reverss
Zone 2 and 3 Call Sudtotal $.14
Nen= Itm Chargs
Regulatad -
Menthly Menthly Service(s)
Charges Ingide Wire & Jack Repair Plan .50
and | 123 Menthly Service Dee 10, 1990 thru Jan 9, 18%1 .50
Cradits 24 Tax: ad: .02 Lecals .05 .07
Non-Regulated Menthly Charpes and Credits Subtotal $.57
Regulated |Ite Charge
Monthly
Chargas Basic Service
and 1 Residence Servics Flat Rate 8.35
Credits Optional Servical(s) )
1 Unlisted Telsphone Nuabar .30
1 Touch~Toene Service 1.20
2% Monthly Service Dec 10, 1950 thru Jan 9, 1991 9.5
B 6 Mo

BlBBA27824497 S £ FO20A #1304 ER2I6 84é




Ac;ouht Nuabaz

= - -

Fage
Statenant Date Dec 10,1950
—
%"_ ETeT SAMPLE BILL
Questions EFor billing questions calle Ke Charge 1 800 222-0300
Calls Itn Date Tims MNin » Place and Number Called Charge
1 Nov 9 311P § b VIA RELAY 618 229 0189 N Y]
@ Nov § 1107A ® SD CANDGAPARK CA = 832 7824 From 2.1%
§AN DIEGD CA €alling Card
3 Novid B327A 4 DN SOMERVILLE KA 817 625 §384 a £.42
4 Nevil 102P 2 DN QUEENS RY 718 464 5750 | 26
& Nov1d 104F -7 DN QUEENS NY 718 466 5750 - &.5¢C
£ Novi0 132P 15 DN TUCSON AZ €02 297 4342 -] 1 =
7 Novi2 E03P k| DE ¥6A RELAY €19 229 0186
8 NoviZ 514P & DN TUCSON AZ 602 326 6198 e .
¢ Novi2 T3P 12 SE CANOGAPARXK CA = BB2 7824 From 2.23
SAN DIEGD CA Clllin! Card .
10 Kovi2 1005P & 5E CANOGAPARK CA = BEZ2 7824 Frem 1.7
SAN DIEGD CA Calling Card
11 Novld 150P & DE TUCSON AZ 602 326 €158 9 .5t
12 Nov14 &408P 9 DE TUCSON AZ E02 297 4342 -] 1.34
13 Novl5 4E1P 10 Dt saN DIEGD CA &19 229 0189 1.2°
14 Kovib S12A 22 DE FHOENIX AZ &02 231 0981 -] I.21
15 Novl1? £%50P [ ] DN SOMIRVILLE MA 617 €25 S384 - 1.64
1€ Nov18 102%A ? DN LITTLEION CO 303 771 §018 - .8l
17 Nevi8 1033A ] DN TUCSON AZ 602 32£& £18B s 1.1
- 18 Nevlid 1115F 1 SN CANOGAPARK CA = B2 7824 From .6
SAN DIEGD CA Calling Card
19 Nevi% 1122A 12 DL L mMe EV7 ECL £%12 - 17
20 Nevl19 1183A 4 DD SAN DIESD CA 619 229 D1BY .8
23 Nevl§ 3479 L] DD SAX DIEGO CA 619 229 0189
22 Nevi1% 1001PF § SE CANDGAPARK CA = 282 7824 From i
TUCSON AZ Calling Card
23 Nov20 217P 32 DE REVERLY MA 508 922 6677 -} &.7
24 Novil §14A 2 DE PORTLAND OR 503 771 1112 o .8
25 Noval «&2B8P & DE LYRN MA 617 593 %216 | .8
26 Neva2 626A 1 DN VIA RELAY 619 229 Q189 .0
27 Nev22 736A 1 DN SAN DIEGO CA 615 229 D189 .0
2B Nov22 B13A 2 DN SAN DIEGO CA 619 229 0139 .0
29 Noval &1§P & DE SAUGUS MA €17 233 4016 | .7
30 Nov24 SO00P 1 DN SAN DIEGO CA €19 229 0189 .L
31 Nev2S 100P 19 DN N MA 617 565 £512 2.5
32 Nov2S 821P 8 SN CANOGAPARK CA = 822 7824 Froa N
SAN DIEGO CA Calling Card
33 Neva2t 1053A 1 DE PORTLAND OR 503 771 1112 ] 1
34 Nova§ 142P h | PE TUCSON AZ &02 326 6158 -] o1
I5 Novzb 345P 7 DD SAN DIEGO CA 619 225 0189 .5
3¢ Nova?7? B525P 11 DN KYTE P MA 817 361 0052 E] 1
37 Roval B4RP 10 SE CANOGAPARK CA = 882 7824 Frem = 4
TUCSON AZ Callinq Card
32 Nev2® 1146A 12 DE PHDENIX AZ 602 231 056) -] 1.9
29 Nov2% 113P 3 DE TUCSON AZ 602 326 6158 - .4
40 Nov25 61D 7 DK HYDE PARX HMA 617 361 0092 -] .4
&1 Dec a53P 7 SN SAN DIEGD CA 619 285 2246 From 1.1
CANCGAPARK CA = 709 6676
42 Dec 3 24P 11 Db g}ﬁ RELAY €19 287 1934 1.4
43 Dec 3 252P 1 DD DIEGO CA 619 229 DIRY .
44 Dec 3 302P 9 §D CANOGAFPARK CA = 822 7824 From &,
SAN DIEGO CA Calling Card
45 Dec § E5BP 2% DX SOMERVILLE MA 817 625 9384 ] 1

B 2q DPes BIBARZTAZA497 3 § FOICL P1304 TR26

248

i




®

225  Calling Billing Record

2251

2252

2253

AT&T will create for relay-assisted call and Exchange Message
Interface record (EMI) as described in Bellcore Publication

SRISD0000320. The record shall contain, at a minimum, the
following information:

2.25.1.1 Telephone number or credit card number to be billed
(NPA-prefix-line number)

2.25.12 Originating telephone number (NPA-prefix-line number)

2.25.13 Terminating telephone number (NP A-prefix-line number)

2.25.14 Date

22515 Start time (the time the calling party is initially connected

to the called party or to an answering machine at the
called party’s number or to a recorded message or
intercept for the called number)

225.1.6 Call time to the full second (the time in between start

time and end time)

AT&T uses a fully automated system for recording TRS calls.
Handwritten tickets will not be used except in cases of emergency

calls, system failures, or other circumstances in which hand written
tickets are necessary.

AT&T will use C&P Telephone as a billing contractor in the
District of Columbia. The role of C&P Telephone will be virtual

. call rating, issuing the bill for virtual call detail, and financial

reporting. These procedures,are consistent with existing AT&T

contract requirements for the billing of message rating system
services.

Users of the District of Columbia TRS will be billed in the
following manner:

- AT&T will transmit all call information necessary to rate and

bill the call to C&P Telephone Company, AT&T’s biller, within
14 days.

Local messages will be printed on the customer’s C&P
Telephone portion of the bill.




- AT&T messages will be printed on the AT&T portion of the
bill. -

To facilitate customer assistance, billing inquiry will be peformed by

C&P Telephone for local messages billed on the C&P Telephone

‘portion of the bill. Customer billing inquiry will be performed by

AT&T for messages billed on the AT&T portion of the bill.

Charges will appear as point-to-point calls, as though no Relay
Center were involved. Relay calls on the bill will be identified by
the words "VIA RELAY" in the "TO" location. Calls will be listed

chronologically and will reflect the connect time based upon the
appropriate time zone.




2.26

226.1 Since 1981, AT&T has provided in

Operator Assistance

trastate and international

Operator Services for deaf, hard-of-hearing and mute individuals.

AT&T is the first and only provider of Operator Services for the
Deaf (OSD), an operator service center that processes standard
operator services including collect, third party, calling card, person-
to-person and directory assistance calls for customers who use TTs.
Access to the center, located in Washington, DC, is toll-free. TT
users have been able to benefit from this exclusive service since
1981. AT&T will include this toll-free number jn the publicity
materials we plan to develop for the District of Columbia.

AT&T has recently implemented major facility and equipment
changes in the OSD center. These changes will significantly
increase and improve the efficiency and quality of service delivered.

Other carriers in this bid process may refer to their ability to
perform these services. Because AT&T is the sole provider of
OSD, the bid evaluation process should question whether others
plan to provide this service utilizing their own facilities,

All CAs and support staff in the OSD center
training and are educated on deaf culture. The
by Tiffany Granfors, a Maryland School for the Deaf alumnus and

a Gallaudet graduate who is proficient in ASL and an expert in
deaf culture.

receive sensitivity
training is provided

OSD is provided at no extra charge to the end user. Consequently,
customers pay rates to utilize OSD no greater than the rates paid

for functionally equivalent voice communication services utilizing
operator assistance.




Required Operational Functions _

3.1

System Design

311

- began offering TRS over five years ago.

ability to incorporate
s into its TRS centers,
corporate these state-of-

the-art technological advances by utilizing its many resources and

focussing on customer needs.

AT&T is committed to providing TRS with
technology. AT&T has made significant technical
and additional commitments toward that end in its

leading-edge

improvements

centers since it
|

Technical personnel at AT&T Bell Laboratories are working to
develop future architectures for TRS. Bell Labs, the premier
research and development organization, will continue to find state-
of-the-art solutions for today’s and tomorrow’s disabled needs.

* Improvements in the call mana
Processing efficiencies, and im
service in general.

gement system have enhanced
proved the quality of the relay




Introduced a TRS specific force management system,

The development of 4 mechanized bjl) tracking

services have beep Implemented for oy TRS centers,
mechanization js €xpected to lower

Process and improve billing accuracy.,

AT&T is researching uses of voice
recognition technologies for potential fu

‘ : T&T conducted 5
pre-trial demonstratiop of this technology before deaf advocates

and others in January 1990, The demonstration was very well

Teceived. When thig service is implemented On a regular basis,
it will reduce the CA portion of the call and incre,
of relay service,

Speech Reco nition, Speech Recog
Speech into text, woyld have a large i

advancements for our customers,
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AT&T will provide the followin

g basic service for all calls placed
through the TRS center. -

1) Accept a call from a TT or computer-equipped caller, place a

call to a hearing and voice capable individual, and translate the
TT messages to voice messages and the voice messages to TT
», . Messages in order to complete the communications link,

Accept a call from a hearing and voice capable caller, place a
call to a TT or computer-equipped individual and translate the
voice messages to TT messages and TT messages t0 voice
messages in order to complete the communications link.

3) At the request of the TT or computer-equipped individual in
ccither 1 or 2 above, the TRS system allows voice to pass
through the telecommunications system in one direction and
translate only in the other direction. This Carryover (hearing
or voice) technology translates into a greater semse of
independence, privacy and the personal satisfaction of direct

contact for people with unique communications needs in their
daily communications.

Intradistrict/IntralLATA calling will be handled using a local access
arrangement obtained from C&P Telephone.

AT&T will use MEGACOM 800, an AT&T state-of-the-art digital
fiber optic network solution to provide interLATA/interstate access
to the TRS center and outward interstate and international
connectivity to the called customer. This is AT&T’s most cost
effective network solution of TRS for the District of Columbia.

MEGACOM 800 has certain distinctive features, including those
listed below:

* 800 Command Routing allows for the digital and preplanning of
contingency routing arrangements that can be activated when
needed. This allows for a quick response to emergencies,
weather problems, earthquakes, strikes, personnel shortages, and
other special situations which may influence the operations of
the center. Alternate routing plans are worked out in advance

and stored in the AT&T Network. They can be activated as
needed usnally within 5 minutes.




* AT&T: was the first and only company in the
telecommunications industry t6 offer an 800 Assurance Policy,
a feature of AT&T 800 Service, to its customers, AT&T has
doubled its commitment to 800 service customers by reducing
the resoral time from one hour to 30 minutes. AT&T will either
restore the service or reroute the incoming calls to an available
group of local lines until the service can be restored. This policy

is a standard AT&T feature offered without charge to all
MEGACOM 800 Service customers, -

* Digital Service ensures the highest quality of transmission.

As the TRS center grows and new AT&T services becomes

available, evaluations will be made to maintain an economical mix
of facilities.

Detailed descriptions of AT&T's MEGACOM 800 architectures can
be found immediately following this section.

AT&T will use a DEFINITY Communications System Generic
Series state-of-the-

art digital switch equipped with advanced call

management tools such as Automatic Call Distribution and the Call
Management System.

AT&T utilizes an instant call recognition system which enables a
CA to identify an incomin

g call as a voice or TT/computer call as
it reaches the position.

* Automatic Call Distribution (ACD) is a feature which distributes
calls on a most idle CA basis. '

The Call Management System creates customized real time and

historical reports and allows AT&T to report on aspects of ACD
activity unique to TRS.

When a call is received at the TRS center, if a CA is idle, the call

will be immediately connected to the CA for call handling, If no

idle CA is available, the call will be placed in queue for connection

to the first available CA on a first-in-first-out basis, Calls will be
distributed to ensure a balance work load among all CAs, The
numbers of CAs and equipment will be traffic engineered to ensure

that the answer time required is in compliance with the required
service standards,




AT&T relay equipment has other advanced features which increase
efficiency and customer satisfaction. They are highlighted below.

* Integrated Services Digital Network (ISDN) adds an incremental

., level of professionalism to an already automated inbound call

eenter. ISDN adds value to the in-place software and database

' . applications that are accessed by the center’s agent. It interacts

with and requires intelligent Automatic Call Distribution (ACD)

in the ISDN-PBX. A detailed description of ISDN and its
capabilities can be found immediately following this section.

Automatic Number Identification (ANT) is a TRS enhancement
which uses ISDN to eliminate the requirement for the CA to
request the ca]lmg party’s number. The caller’s telephone
number (ANI) is sent to the ISDN-PBX as part of the call set-
up message, Inbound centers are experiencing a 10 to 24 second
call reduction in call holding time due to the incremental value
added by ISDN screen look-up. As a result, more calls can be
handled by the center with existing personnel, delaying the need

to add more CAs to the staff. As staff members are added, they
are more productive immediately.

Based on AT&T’s extensive experience in designing TRS
systems, the DEFINITY Communications System Generic Series
is the most effective equipment configuration to provide
technical sophistication and cost effectiveness. For detailed
information on the DEFINITY Generic Series and its
capabilities, please see the information immediately following.




3.2 Dialing Access

321 Customers, will access the center by dialing one seven digit

telephone number for intradistrict calls, based on whether they are
~ a voice or TT/computer wuser. Customers  placing
interfLATA/interstate calls will access the center by dialing one 10

digit, toll-free 800 number based on whether they are a voice or
TT/computer user,
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Service Reliability

33.1 Disaster (Service) Recovery Plan

33.1.1 To ensure that the District of Columbia TRS remains

operable during a disaster, AT&T has formuldted a
Disaster (Service) Recovery Plan.

Our carefully developed and executed Service Recovery
Plan enables us to re-route calls to other centers with little
or no service interruption. This capability minimizes
potential hardships by drawing on our nationwide
resources and technological advancements. For example,
during the California earthquake in October of 1989,
AT&T re-routed all traffic from the AT&T Operator

Services for the Deaf (OSD) center in Oakland to another
location.

There would be no additional costs to the TRS users for
the network redundancy and monitoring described.

For more detailed information, please refer to the Service
Recovery Plan immediately preceding this section.




Service Recovery Plan

To ensure virtually uninterruptible customer service,
provide actual relay center backup. The AT&T TRS
other states selecting AT&T as the TRS provider for
resource stands ready to accept overflow from centers
to process calls. The reasons for center interruptions
affected element could be the center itself, cable betw
company serving office, cable between local telephon
office, or cable between AT&T offices. In each of th
ensures that customers continue to receive quality

AT&T is in a unique position to
Network has evolved as a result of
their communities. This nationwide
in the event they are no longer able
could be natural or man-made. The
een the center and the local telephone
e serving office and the serving AT&T

ese instances, the AT&T TRS Network
relay service.

There is a nationwide Telecommunications Relay Administration Center (TRAC) to handle
center interruptions. This team will work with System Administrators from all the AT&T
TRS centers. A list of the team members with business and home numbers would be
provided to C&P Telephone. The purpose of the TRAC would be to ensure that calls are
rerouted to the other centers and to monitor the level of service for the duration of the
center interruption.

The Service Recovery process includes two alternatives. The first alternative is the basic
recovery procedure and in the event of a ce

nter interruption the System Administrator or
a designated alternate would:

a) Call the proper network authorities depending on the cause of the interruption,

b) Initiate the call rerouting,

(AT&T would be willing to negotiate an arrangement with C&P Telephone in
which a call forwardin

g feature would be assigned to the local facilities, This
would allow local incoming facilities to be forwarded to a service recovery 800

number terminating calls at other AT&F TRS centers. In the event that
employees on-site in the District of Columbia TRS were not able to activate the

call forwarding feature, AT&T would also request a call in number for a C&P

Telephone central office so that the call forwarding feature could be activated.)

¢) Notify the AT&T representative to C&P Telep
occurred, confirm rerouting of calls, and defin
normal service. The AT&T representative will
information to C&P Telephone.
unavailable,

hone that the interruption had
e the steps being taken to return
be responsible for conveying this
If the C&P Telephone representative is
AT&T will contact the District of Columbia Public Service

Commission. The Relay Center Manager will notify the District of Columbia

TRS manager responsible for community relations to notify designated user
service agencies. '




d) Initiate other steps with the TRS Manager to return to normal service. Thesc

procedures will be accomplished in full cooperation with agencies ilaving'-
jurisdiction depending on the cause of the outage.

If the interruption is such that for whatever reason the administrator or alternate cannot
complete the steps identified, TRAC will initiate this process. They will be alerted by the
AT&T TRS Traffic Monitoring System. The system will poll on thirty minute intervals and
will instantly review the traffic measurements for any discrepancies. If a site is exceeding

parameters, e.g,, any call blockage or excessive calls in queue, the system operators will
' immediately contact the Systems Administrator on TRAC responsible for that center. The
Systems Administrator will immediately call the center showing parameters exceeded and

if a satisfactory response is not received, the Administrator will initiate the steps previously
outlined.

Each center will also have access to the Cable News Network (CNN) twenty-four hours a

day, seven days a week. This will keep the System Administrators aware of news that could
affect service. |

The ultimate goal of the RFP is 100% up time and no service level degradation. AT&T will
make every effort to reach these goals by providing quality products and services as well as
planning for the unexpected. Almost all the component products and services used in
providing TRS are of AT&T manufacture and quality. The remainder of the products are
designed to AT&T specifications or are being designed to our specifications. We stand
behind all the components individually and the integration of these components.

AT&T provides reliable components to maximize center up time and a back-up intelligent
network to minimize service down time regardless of the cause.

AT&T was the first company to offer the 800 Assurance Policy which commits AT&T to
restore 800 Service within 30 minutes after the problem has been reported. If the service
cannot be restored within this time period, the calls will be redirected to a local access
company selected by the customer. Calls can be redirected to local business lines/trunks

and even Direct Inward Dial stations. As soon as the original problem is resolved the calls
are returned to normal operation.
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Q ' 33.12 The site selected as the TRS center for the District of
Columbia is equipped with a generator to provide virtually
unlimited power back-up which is functionally equivalent
to that found in normal central offices, for continuation of
the TRS operation in case of commercial power failure,
There is sufficient nominal holdover (fifteen minutes) to
support the switch, its peripherals and adjuncts while the
generator reaches full power (approximately 30 seconds).
The generator also supports the switch room
environmentals (air conditioning, fire suppression systems,
emergency lights and system alarms) and CA work site

emergency lights, CA consoles/terminals, and call detail
recording,

To ensure virtually uninterruptible customer service,
AT&T has emergency operations procedures in place to
handle District of Columbia relay calls in the event of a
power failure, system failure, network failure and sudden
and/or prolonged increases in call volumes. AT&T is in

a unique position to provide actual relay center backup by
utilizing its nationwide relay network.

‘ There is a nationwide AT&T Telecommunications Relay
Administrator Center (TRAC ) to handle service
interruptions. The purpose of this team of experts is to
ensure that the District of Columbia calls are rerouted to
other AT&T centers and to monitor the level of service
for the duration of the full or partial service interruption,

The employees in other AT&T relay centers handling calls
from the District of Columbia TRS will have instructions
at their work stations regarding the answering phrase and
service requirements unique to the District of Columbia,
Coverage during interruptions by other AT&T relay
centers will be transparent to the District of Columbia
customers. The District of Columbia TRS would continue

to be manned with an adequate workforce of CAs ready
to handle service at restoration.

The AT&T representative will inform C&P Telephone of
any major or isolated service interruptions. AT&T shall

provide a complete and detailed report after restoration
of service.
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Service Expansion

34.1

Maintaining the level of quality service required by the residents of
the District of Columbia is one of the most critical concerns in the
District of Columbia TRS. Our current TRS centers around the
country have on-site managers charged with maintaining sufficient
space, equipment and above all, qualified personnel, to provide the:
required levels of service. These managers, known as the Force
Failities Management Group, review center traffic information on
a daily basis. This information is used to update the current growth
projections. But, we are not only concerned with maintaining the-

current level of service, we are firmly committed to expanding the
District of Columbia’s TRS capabilities.

In this increasingly competitive marketplace, we are continually
striving to develop and provide the most customer-focussed,
technologically advanced TRS available. At AT&T, we are
committed to providing equivalent access to deaf, hard-of-hearing,
deaf-blind and mute individuals by broadening the array of products

and service we offer.

AT&T’s growth projection for the District of Columbia TRS is not
made only on an annual, semi-annual, quarterly or monthly basis.
The growth projection is a dynamic process that is modified daily.
This process takes inio account historical traffic information, recent

traffic trends, and economic projections for the U.S., and the
District of Columbia.

This ongoing process allows TRS center management to anticipate
growth and to create a time table to prepare for the growth. This
extensive planning allows more than sufficient fime to implement
any changes necessary to support growth. Normal intervals to add

equipment, personnel or even a new center would not present a
problem.

At the same time, AT&T has demonstrated its commitment and
ability to support TRS when the unusual is required. In the early
days of TRS, an unexpected surge in demand in an existing AT&T-
supported center found the number of CAs insufficient. The lack
of historical data at the time made it impossible to predict this
dramatic increase in demand. The center staff, working with the
AT&T TRS support teams, added 20 workstations in one and a half

weeks, AT&T now has over five years of experience to predict
demand.




Call Volumes

As TRS expansion becomes necessary for vhe District of Columbia,
the Force Management Group will immediately establish a time
table and initiate standarg A &T procedures to procure the
equipment, network capacity and personnel. As the implementation
process begins, regular updates will be given to C&P Telephone,
The ultimate goal of this process is to ensure that the required
levels of service are never compromised. As always in staffing,
special attention would be given to qualified applicants with
disabilities, women, veterans and members of minority groups. .

Cost containment is as critical to AT&T as servic
this reason our DEFINITY Generic Series is used as the switching
vehicle. The DEFINITY Generic Series is of m

odular architecture
and could literally not be outgrown by the demands of the user
community of the District of Columbia,

e and quality. For

Following is an outline of AT&T’s capability to provide service
€xpansion in accordance with the m

aximum call levels identified in
the Price Quotation Worksheet. The Plan includes trunking
capacities, CA workstations, CA staffing and equipment capacity.

District of Columbia
85% ans < 10"

Work Work

Stations Stations Trunks Trunks CA Time
Equipped Needed Equipped Needed Staffing Lag

0-24,999 13 10 52 38 28 ---
25,000 - 49,999 29 21 79 66 60 60 days
50,000 - 74,999 37 34 130 112 97 60 days
75,000 - 99,999 45 43 181 171 121 60 days
100,000 - 149,999 61 59 227 202 16 60 days
150,000+ 85 78 311~ 307 214 60 days

Note: Time Lags are shorter if T1.5 facilities do not have to be ordered.




District of Columbia
90% ans < 10"

v Work Work
S " Stations  Stations Trunks  Trunks CA Time

Call Volumes Equipped Needed Equipped Needed Staffing Lag
0-24,999 ' 13 10 52 38 30 —
25,000 - 49,999 29 22 79 66 63 60 days
50,000 - 74,999 37 36 130 112 101 60 days
75,000 - 99,999 45 44 181 171 126 60 days
100,000 - 149,999 g9 61 227 202 170 60 days
150,000+ .85 80

311 307 220 60 days

Note: Time Lags are shorter if T1.5 facilities do not have to be orderegl.

342 AT&Ts expansion of the

system will be done without any service
disruption to calls in prog

Tess or relay center operation,




¢ Caller’s carryover preference (y/n and VCO or HCO)
* Caller’s preference on whether.or not the CA should
perform relay verbatim '

* A list of frequently called numbers, up to ten, and three
emergency numbers

- AT&T Public Phone 2000 was developed to meet the

communications needs of the deaf, hard-of-hearing and mute

travellers. This phone is hearing-aid compatible and the
keyboard can be used as a TT free of charge. '

AT&T s unique Service Recovery Plan enables us to re-route
calls within minutes to one of our many relay centers across

the country in the event of a disaster such as a hurricane or
earthquake.

AT&T’s employees have access to one of the largest corporate
libraries and information service metworks in the world. They
can obtain the information needed to perform their jobs
efficiently through custom information research services,
electronic information services, document copying-and delivery
(e.g. conference proceedings, technical documents), and
technical or competitive analysis reports. This network allows
our employees to have access to the resources of over 50 AT&T
libraries and specialized information providers located across the
United States, and enables our personnel to keep up with events
in AT&T, to track late-breaking news, to monitor technical
intelligence, and to maintain an open dialogue on specific topics
(e.g. relay services). In addition, we provide continued input to
national and international forums, conferences and exhibits.

* The AT&T Information Resource Center keeps abreast of all
changes, advancements, upgrades, new technologies, and
current events in the telecommunications industry. The
Information Resource Center distributes internal publications
to keep AT&T employees informed and allow them to

benefit from and adapt these events and technologies to their
. specific customer and business needs.

AT&T has a group which focuses solely on new service
development for special needs markets, This group attends
conferences, subscribes to periodicals, interfaces and meets
with customers to gain insight into market needs, researches
new concepts in technology both from technical and market
perspectives, and conducts market trials to test the potential
of these services and their viability in the marketplace.




* In 1984, AT&T formed a Consumer Advisory Panel on
disability issues comprised of Alan Hurwitz and Gertrude
Galloway, representing deaf constituents, Rocky Stone,

representing hard-of-hearing constituents, Harriet Findlay

and Paul Hearne, representin gmobility impaired constituents,
John DeWitt and La

wrence Scadden, representing visually
. impaired constituents, and Kermit Phelps representing the
* mature market.

If AT&T is selected as the District o
provider, we will provide timely correspondence to C&P
Telephone of any new technology or enhancements in the
industry, regardless of the source or provider of such
technology. Written correspondence on this subject will
enable C&P Telephone to remain informed.. When

appropriate and whenever requested by C&P Telephone,
AT&T will discuss any particular item.

f Columbia’s service

AT&T is committed to research and d

and services which meet the special needs of customers who
are deaf, deaf-blind, hard-of-hearing or have mobility, speech,
and vision impairments. We will utilize Bell Laboratories to
address that commitment. It is likely that we will have
superior access to new technology, and we will make Bell
Laboratories’ expertise available to C&P Telephone to
demonstrate, explain, and discuss the new technologies.

evelopment of products

When new service enhancements are available, AT&T will
Tequest an opportunity to present C&P Telephone with
information concerning the enhancements, describe the costs,
estimate any costs savings that the enhancements may be

expected to generate, and define the date at which
implementation could take place.




3.6

Disability Awareness

361

All staff of the District of Columbiz TRS, including management,
will receive training about handling relay calls, TTY phony, ASL,

deaf ‘culture, acquired deafpess, speech muteness, ethics and
confidentiality.

The AT&T Disability Awareness training was developed with input
from Gallaudet University and National Technical Institute for the
Deaf. AT&T Disability Awareness Training has also been reviewed
by Telecommunications for the Deaf, Inc. (TDI). AT&T seeks
ongoing input to improve the training in order to.meet or exceed
the needs of the deaf, hard-of-hearing and mute. ‘
AT&T believes that in order to provide the quality expected by our
customers, our employees must have a full understanding of the
importance of relay service and the communications needs of our
valued customers, throughout their employment with TRS.

AT&T'sunique Disability Awareness Training Package is comprised
of a series of lessons which address: an introduction to deaf culture
and the community, differences between American Sign Language
and written English, the ability to type from spoken words versus
written text, and the ability to sensitively and confidentially handle
all emotional aspects of Telecommunications Relay Service.
AT&T’s training includes presentations and discussions led by deaf,
hard-of-hearing and mute individuals. Group discussions and

sharing of training experiences are also a major aspect of the
training.

AT&T has negotiated with TDI to provide disability awareness
training. TDI will work closely with other organizations such as
Self Help for the Hard-of-Hearing and United States Society for
Augmentative and Alternative Communications (USSAAC), thus

involving a cross-section of organizations representing deaf,
hard-of-hearing and mute individuals.

Deaf, hard-of-hearing and mute employees of AT&T will also

participate in the training by conducting seminars and by sharing
their insights with a center personnel

AT&T has included an outline of the TRS Disabi]ity Awareness
Staff Training Plan immediately following this section. This plan
details training topics, timeframes, and assistance and input from

individuals or organizations representing the deaf, hard-of-hearing
and mute community.




It is important to note that the timelines outlin
Plans are only estimates; for each topic,
the trainees’ knowledge, understanding,
-area. The instructor does not begin a new topic until all trainees

dre sufficiently trained. In some cases, training times can be
decreased due to learning capabilities o

f employees. The program
also involves "coaching" to reinforce the skills learned and to assure
that the training applications are correct. Furthermore, the training
is continually updated to incorporate new topics, input, and
suggestions.

ed in the Training
the instructor will asgess
and competence in each




Disability Awareness Trainin.g Plan

Target Group: All Relay Service Staff

Day 1 - Introduction

* About the Deaf, Hard-of-Hearing and Mute Communities.

Objective: To provide an overview of the deaf, hard-of-hearing and mute
communities in the District of Columbia and nationwide.
Overview includes but is not limited to information on deafness,
American Sign Language, cultural values, demographics and
psychographics, and telecommunications equipment available,

* Getting Through the Day

Objective: To develop an understandin
hard-of-hearing,

course of a day.

g of and discuss the barriers a deaf,
and/or mute individual encounters in the

To introduce the trainees to the electronic assistance devices

used to assist individuals and to provide hands-on experience
with these devices.

To understand the experience new users h

ave when using the
TT and the District of Columbia TRS.

* In the Shoes of Your Customers

Objective: To recoguize and describe terms identifying different degrees of
hearing. ‘

To give the trainees the experience of listening but not
understanding when someone speaks. In this way, the student
develops a sensitivity and empathy for the other’s position.

Highlights include a "white noise exercise” where each trainee
has the opportunity to stand in the shoes of their customers by
wearing a device which simulates how it feels to be hearing
impaired and discussing the frustrations experienced.




@ Day 2

* American Sign Language

ijecﬁve;'-‘-'.\' " To develop am understanding of what ASL is, why it is
' " important to the CA in their job and the role of ASL in the

deaf community and the necessity of being able to transliterate
ASL.

To learn the basic grammar rules of ASL,

To practice recognizing and transliterating sentences from ASL
-to written English.

Some of the tools used in this section of training are the video
"Living Language, Say it by Signing", lectures, articles from deaf
organizations (ex. National Association of the Deaf).

* Usinga TT

Objectives:  To introduce the trainees to ihe history of the TT with
Q descriptions of all past and current equipment and technology,
including personal computer applications.

To learn how to operate a TT to another TT and to practice
transliterating ASL into English using a TT. Includes
simulation of live calls, coachin , and feedback.

To understand and apply the rules of TT etiquette,

*

Day 3

* Continuation of ASL
Objective: To utilize workbook exercises, feedback and discussion to

achieve competency in recognizing and transliterating ASL.,
Includes video "A Basic Course in ASL."

To handle practice calls with the guidance and feedback of the
coach.




* More About Deaf Culture

Objective: To achieve trainee awareness through video "Introduction to
. American Deaf Culture", and in-depth discussion.

* The Community You Serve

Objective:  To gain insights from a deaf community member who shares
their life experiences. Includes in-depth discussion and
questions and answers. )

Day 4

* Code of Ethics

Objective: To fully understand the AT&T Code of Ethics for

Telecommunications Relay Service and to be able to identify
solutions to ethical issues. ‘

* Customer Satisfaction

Objective:

Tolearn and understand the components essential for customer
satisfaction. Of major importance is the concept of CA

transparency. Also utilized is a customer satisfaction/consumer
input video.

To utilize group discussions, situational discussions and problem
solving to identify the daily experiences and interactions an
AT&T Telecommunications Relay Service CA may encounter.

In-depth discussion of all operational re
the District of Columbia TRS Method
from the RFP.

quirements set forth in
s and Procedures, derived




°

Day §

* Community Awareness

Objective:

“op ,
. Mo,

~To discuss current events affecting the deaf, hard-of-

Week 2 - Coaching Week |
Day 6
* Hands On

Objective:

Day’?'

Objective:

+.To gain insight into the s

To utilize workbook exercise in ASL

to gain increased
competency in transliteration.

peech impaired culture by utilizing a
video developed by

Dr. Bob Segalman, current chairperson of
the California Relay Service Advisory Committee,

To discuss the special needs equipment provided to deaf, hard-
of-hearing, and mute and other users of the District of
Columbia TRS who have special communications needs.

hearing and
mute communities nationally and locally.

Includes the video, "Commitment Continues,"

to dc;nonstrate
AT&T’s commitment to those with special communications
needs.

To utilize a field trip to the National Center on Deafness or
another deaf org

anization to expose trainees first hand to areas
of deaf culture.

v

To utilize two films, "Love is Never Silent” and "Children of a.
Lesser God" to further develop an understanding of deaf
culture and unique values. Includes in-depth feedback and
discussion.

Group discussion and feedback outlining disability awareness
training topics.




3.7 Transfer Capability

: 371  Thé District of Columbia relay center will be equipped to allow for
0 the transfer of calls within the relay center when necessary to meet
customer needs.




38 System Standards

381 AT&T's TRS system performance standard is to provide users
access to the telephone network which is functionally equivalent to
that provided to the telephone-using public.




3.9

Complaint Resolution

Because we recognize that customer feedback is the only true measure of
the success of our service, AT&T has established procedures that allow
users of the District of Columbia TRS to €xpress comments, inquiries,

complaints and commendations about the relay service and personnel.
AT&T has included an outline of the com

procedures that is
follows.

plaint, comment and inquiry
presently used in AT&T’s TRS. This outline immediately

The Complaint Resolution Procedures will be tailor-made to meet the
specific needs of the District of Columbia. These procedures will be
described in appropriate printed outreach material. These procedures will
meet or exceed the FCC rules, section 64.605 regarding provision of TRS.

Highlights of this procedure are outlined below.

The procedure includes immediate, on-line transfer to a manager or
administrator trained in complaint, comment, and inquiry handling.

AT&T has both an internal and external ombudsman function. The
internal ombudsman function is handled by a manager responsible for
customer satisfaction who personally investigates, reports, and documents
each complaint or inquiry. And in many cases, our managers are also
users of relay service. In addition, the manager personally supervises
cach and every customer complaint or inquiry. All customer contacts
would be kept on file. Complaints received by supervisors or in writing
would be documented, including their resolution, and kept on file and
available to C&P Telephone and/or the PSC upon request.

An external ombudsman function would be maintained by the AT&T

Tepresentative to C&P Telephone. The AT&T representative would
have overall customer satisfaction Jesponsibilities for the District of
Columbia TRS. '

AT&T will also operate a separate nationwide, toll-free, published 800
number accessible to TT and voice callers. This service will be 24 hour
dedicated consumer service specifically tailored to the District of
Columbia’s needs and will allow users and the public to call in with

general and specific questions, comments, commendations, and
complaints regarding the service.




Fach signed letter of complaint will be acknowledged in writing or contacted

by a representative of the District of Columbia TRS. AT&T will respond
O to inquiries about service from C&P Tele

phone in writing within fifteen (15)

days from the date of C&P Telephone inquiry.
Records of customer contacts and copies of written reports regarding the
service or other concerns will be maintained for the life of the contract and
for twelye (12) months after conclusion of the contract period. This record
" will include the name and/or address of the complainant, the date and time
received, the identification number, the nature of the complaint, the result
of any investigation, the disposition of the complaint and the date of such
disposition. All complaint forms will be easily understood, with full

instructions for completing and filing the form. This information will be
available to C&P Telephone upon request.

To further ensure we meet the needs and expectations of our user community, AT&T has
contracted with the National Association Jor the Deaf (NAD) to review the Complaint
Resolution Process.




1. Features

Complaint Resolution Procedures

Internal ombudsman function

An-on-site manager responsible for customer satisfaction
Personally investigates, reports, and documents each complaint and

its resolntion and follows up with each and every customer
Report to higher levels if necessary

Interfaces with external ombudsman function

External ombudsman function

AT&T representative to C&P Telephone
Interfaces with internal ombudsman manager

Supervises trained managers responsible for investigating and

resolving complaints referred by C&P Telephone, FCC, or escalated
from the internal ombudsman

Consumer service

A separate nationwide, toll-free, published 800 number accessible
to both telephone and TT users

‘Twenty-four hour service dedicated to receiving customer input,
handling customers issues, and answering gemeral and specific
questions

All interactions are documented

The District of Columbia TRS manager will review, comment, and evaluate

all complaints, commendations and inquiries

*  Documentation

All comments, inquiries, complaints, and commendations are

investigated, resolved, documented, and retained on file along with
their resolution

This information is available to C&P Telephone and/or the PSC
upon request




IL  Procedures for Handling Complaints, Comments, Inquiries

While on line with a customer:

Unfavorable customer comments

If a customer comments unfavorably regarding service and the CA

“believes that he/she can provide satisfaction he/she should t1y to do

o so. If the CA has difficulty handling the call, believes it will involve
extended discussion or is a matter for manag

ement, the CA must
offer to connect the customer immediately to a manager.

When the manager receives the transfer and critical comment from
a customer, the manager proceeds as follows:

Prepares a customer contact memorandum
Considers the complaint from a customer’s point of view
Resolves the criticism as satisfactorily as possible

Does not hesitate to escalate the complaint to the next
higher management level

Contacts the external ombudsman if appropriate’
Documents the investigation and resolution

Follows up with each and every customer to ensure he or
she is satisfied with the resolution

* X % *

# ¥

- Customer inquiries

If a customer has an inquiry and the CA can satisfactorily answer
the inquiry, the CA will respond. If the CA cannot satisfactorily

answer the inquiry, the CA will immediately connect the customer
to a manager.

When the manager receives the transfer and inquiry from a
customer, the manager proceeds as follows:

"Prepares a customer contact memorandum

Responds to the inquiry, being sure to understand exactly
what the customer needs

Responds fo the inquiry as satisfactorily as possible
Does not hesitate to seek input from others
Documents the inquiry and response

Follows up with each and gvery customer to ensure
customer satisfaction




Customer commendations

If a customer wishes to commend service received while on line
with a CA, the CA may acknowledge the commendation. The CA

may write the commendation or connect the customer with the
manager.

If the manager receives a customer commendation:

* The manager must prepare a customer
memorandum
If the customer provides CA identity, the manager must

contact the CA, verify details, commend the CA and notify
the CA’s group manager

Thank customer for commendation

contact

Written Correspondence

All written correspondence will be handled by the on-site
satisfaction manager (ombudsman function).
When the correspondence is received:

A customer contact file is opened

The on-site manager investigates
correspondence is a complaint or inquiry)
The on-site manager escalates to higher management
and/or external ombudsman, if necessary

The on-site manager follows up with the customer either
via voice, TT or written correspondence to resolve the jssue

The on-site manager documents and retains all information
including the resolution on file

the issue (if

* External complaints

Complaints, commendations and inquiries received by C&P
Telephone or the AT&T representative will be the responsibility of
the external ombudsman and will be treated as "Executive
Complaints"

The external ombudsman works with the trained managers in the
State Government Affairs Division to document and investigate the
commendation, inquiry, or complaint _

The AT&T representative interacts with C&P Telephone and the
District of Columbia TRS when necessary to investigate

The AT&T representative refers the complaint to the internal
ombudsman, if applicable




The mtemal and/or external ombudsman follows up with the
customer via telephone, TT, or written correspondence

The external ombudsman reports the findings and resolution io
C&P Telephone and/or the PSC, as appropriate

L}

* * Final app'eal{ 1

In cases where the complaint or inquiry cannot be resolved in a
manner which ensures customer satisfaction by either the internal
ombudsman, the management, or the external ombudsman:

]

The issue will be referred to C&P Telephone and/or the
PSC for resolution
If the issue cannot be resolved by C&P Telephone andfor

the PSC within 180 days, the issue is escalated to the FCC
for resolution.




O 3.10 Conflict of Interest

3.10.1 AT&T will operate the District of Columbia TRS independent from
any other relay service. AT&T will not utilize information obtained
from relay calls for any other service that AT&T or its affiliates

may provide to users of a relay system. This information will not
be made available for sale. )




‘. 3.11  Telephone Directory Information

3.11.1 AT&T will contact and work witk C&P Telephone as well as other
, local telephone companies to place appropriate TRS information in

the white, community services and/or consumer gnide section of all
L DCtelephone directories.

Suggested language that may be supplied to the various telephone
companies for usage in listing the District of Columbia TRS in the
community services and/or consumer guide sections of their
respective directories immediately follows this section.




DISTRICT OF COLUMBIA
TELECOMMUNICATIONS RELAY SERVICE

The District of Columbia TRS enables telephone communication between a hearing
person and a deaf, deaf-blind, hard-of-hearing or mute individual who uses a Text

Telephone (TT). Specifically trained operators relay conversations between the’ TT and
hearing user.

The District of Columbia TRS is a seven-day-a-week, 24 hour-a-day service for
relaying telephone calls. '

Local calls TT/voice users dial 000-0000
Interstate/International call
TTNoice users dial 1 800 000-0000

Deaf, deaf-blind, hard-of-hearing and mute callers type on their TTs the name and
telephone number of the person to be called. Hearing callers simply tell the

communications assistant the name and telephone number of the deaf, deaf-blind, hard-of-
hearing or mute individual they wish to call,

The specially trained communications assistant will then relay the call - word for
word and in strictest confidence. Local calls are relayed free, while long-distance calls are
billed at regular rates. There are no extra charges for using the service. The service relays
in-district, out-of-district and international calls to English speaking countries only.

The District of Columbia TRS is a cooperative effort of the District of Columbia
Public Service Commission, C&P Telephone and AT&T.

Although each telephone company may have a pre-established timeframe for allowing
additions and or changes to their respective area directory listings, AT&T will however

proceed to ensure the District of Columbia TRS inclusion in the upcoming releases of any
and all directories.

Until such time of the District of Columbia TRS listing appears in C&P and other
local telephone company directories and/or community books, AT&T will request that all

directory assistants (411) be supplied with access numbers for those residents inquiring
about the District of Columbia TRS.

If the telephone directories and/or community books currently used by the residents
of the District of Columbia do not contain information on the District of Columbia TRS,
they can call 411 for obtaining the District of Columbia TRS access numbers.
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3.12

Consumer Input |

3.12.1 Obtaining and responding to consumer input is the only sure wa

Y
to consistently deliver the quality of service expected by our TRS
" Jsers.

At AT&T we have established a Special Needs Strategic Business
Unit which is dedicated to the development and marketing of
telecommunications products and services for Special Needs
markets. This group is responsible for soliciting and responding to

customer feedback and developing and marketing special needs
products on a nationwide basis.

Our objective is to include customers in the evaluation of the
District of Columbia TRS using our detailed Consumer Input Plan,
A copy of this plan can be found immediately following this section.

. The plan was carefully designed to receive the consumer input and

recommendations necessary to achieve the level of quality service
expected by the residents of the District of Columbia. To ensure
the integrity of the plan, the evaluations would not come from those
directly or indirectly involved in operating the District of Columbia
TRS or its corporate associates. However, this would not preclude
us from conducting additional internal evaluations utilizing TRS
staff. Input from these groups would be incorporated in the policies
of the District of Columbia TRS. The results of these evaluations
will be reported to C&P Telephone Company quarterly.

AT&T currently uses an independently owned research group to
conduct consumer surveys to measure the user satisfaction level of
'IRS. Both TT and telephone users are involved in this survey. To
date, more than 90% of the users of AT&T TRS on a nationwide
basis have found our service to be excellent or good. We have been
pleased with the number of customers who have expressed their
satisfaction and newfound independence using AT&T’s TRS. We

are continually working to improve our services based on the
feedback we receive from our customers.

Consumer input indicates that participation of organizations
representing deaf, hard-of-hearing, deaf-blind, and mute people in
performing the survey is instrumental in achieving service quality
and customer satisfaction goals. For this reason, AT&T has a
contract with the National Association of the Deaf (NAD) to
provide additional consumer input for AT&T on a nationwide basis,
The NAD will be involving a cross-section of representatives from
the deaf, hard-of-hearing, deaf-blind, and mute communities,




It is anticipated that the agreement between AT&T and NAD for
cross-community representation would result in a wealth of
additional knowledge and resources to draw upon. We are working
with NAD to seek consumer input by conducting focus groups
designed to gather optimal, qualitative data. The focus grou
studies would involve a broad range of representatives of the TRS
user community and would be held both at regular intervals and
- on-site at District of Columbia events such as conventions hosted by
'the; Self Help for the Hard of Hearing (SHHH) chapters. The
focus group studies would be designed to probe extensively into
issues that arise as a result of the telephone survey. If the feedback
Teceived warrants modifications to the survey itself, changes would
be made to better meet the needs of District of Columbia TRS
users. The focus groups would also tackle issues that may surface
for other reasoms such as implementation of new technology
developed by AT&T Bell Laboratories. Information received as a

result of this process would be shared with C&P Telephone on a
quarterly basis.

Based on the results of the consumer input process, AT&T would
" look to C&P Telephone to propose and approve any changes to our
service offerings. However, AT&T would also initiate a C&P
Telephone review to decide on procedure changes which arise as a
result of new capabilities or user input. Any changes approved by-
C&P Telephone would be immediately incorporated into the
policies of the relay center and into the training program for CAs.

NAD will conduct community forums ideally in conjunction with
service agencies serving deaf, hard-of-hearing, and mute
communities in their respective locations, AT&T envisions a total
of two community forums per year, most of which would be
scheduled in cooperation with the local SHHH chapter. The
forums would be chaired by a selected NAD representative and
would be open to anyone who would like to comment on the TRS.
AT&T personnel would be present to answer questions from the
audience and listen to direct user input. C&P Telephone
participation in these forums would be invited and encouraged. -

NAD would also be responsible for drafting a summary of the
forum for the review of the organization hosting the forum. The
final summary would be shared with deaf, hard-of-hearing and mute
communities via newsletters and other media. Although the
initiative for tramslating user input into changes in relay service
procedures or operations would remain a responsibility of C&P
Telephone. AT&T would of course bring issues of importance and
urgency to the attention of C&P Telephone as well.




Currently, AT&T is involved in planning forums serving deaf, hard-
of-hearing, and mute individuals in the states where we provide
- TRS. AT&T makes presentations, gives tours, conducts workshops,

attends conferences and provides exhibits and advertising on TRS.




Consumer Input Plan

“\"\\ ]

AT&T will seek consumer input in conjunction with the National Association of the Deaf
. through three channels: telephone surveys, focus groups, and community forums.

Chiannel I - Telephone Surveys

Frequency - Monthly

Purpose

To seek consumer input regarding general operations of the center on a regular basis in an
objective manner.

1.

Review questions currently used on the present telephome survey for

comprehension with regard to people with different levels of English language
capabilities.

Through outreach efforts, inform the deaf, hard-of-hearing, deaf-blind and

mute communities about the telephone surveys in order to prepare them for
a possible call.

Telephone numbers are selected at random and then screened to ensure that
any number that has been surveyed in the past six months is not used. The
numbers are split into two groups, telephone users and TT users.

Upon successfully contacting a District of Columbia TRS customer, the
surveyor follows a list of questions and récords the subject’s responses. To
ensure the statistical validity of the survey, surveyors cannot change the
wording of the questions in any way or veer from the questionnaire.

Results are reported to C&P Telephone every quarter.

C&P Telephone recommendations and/or decisions based on survey findings
will be incorporated into the policy of the center.




Channel II - Focus Groups

Frequency - Every six months

Purpose

To seek consumer input through a free-flowing communication process on issues of
importance to relay users.

1.

Date, time and location are determined. Whenever possible, the focus groups
would be held during a community event or SHHH convention.

Organizations representing segments of the District of Columbia TRS user
community would be asked to send one representative to the focus group study.
Diversity would be sought out in race, age, degree of hearing loss, educational

background, gender, and geographical location. Each individual would be
invited to participate in focus groups only once.

The focus groups will be conducted by a moderator who is knowledgeable
about the deaf, hard-of-hearing, deaf-blind and mute communities and various
communication methods utilized by these communities. Interpreters will be
available to accommeodate for example, those who use oral communication if
the moderator uses American Sign Language (ASL) or vice versa,

Based on the observations of the moderator and other experts, a report on the
session will be developed and shared with C&P Telephone.

C&P Telephone decisions based on the materials they review will be
incorporated into the policy of the center.




T

Channel III - Community Forums

Frequency - Quarterly

Purpose

To seek user input on the

W
W il |

‘
o

quality of relay service and to respond to user questions and

. problems on use of the relay service.

1.

In conjunction with NAD or chosen representatives, dates, times, and locations
will be determined.

Information about the forums will be advertised throu gh District of Columbia-
based publications which are widely read by deaf, hard-of-hearing, deaf-blind
and mute communities. Flyers will be posted in high-visibility areas such as
clubs with membership of deaf individuals, schools serving deaf and hard-of-
hearing students, mainstream school programs, agencies serving deaf, hard-of-
hearing, deaf-blind and mute people as well as those with other disabilities.

The forum will be conducted by a moderator who is knowledgeable about the
deaf, hard-of-hearing, deaf-blind and mute communities and various
communication methods utilized by these communities. Interpreters will be
available to accommodate, for example, those who use oral communication if
the moderator uses American Sign Language (ASL) or vice versa.

AT&T personnel from the relay center will also be

present to answer any
questions from the audience and to interact with the

m.

Auny information relevant to the center such as recent monthly call volumes as

well as new technology will be shared with the audience prior to the
discussions, ’

Based on observations of the moderator and

other experts, a report will be
developed and shared with C&P Telephone.

C&P Telephone decisions based on the materials they review will be
incorporated into the policy of the center.
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Communications Assisiant Standards

3.13.1 Minimum Communications Assistant Qualifications

31311

3.13.1.2

3.13.1.3

3.13.14

District of Columbia CAs will identify themselves by
mezns of CA identification number (not name) at the
beginning of each call,

AT&T has developed a Demand Report that identifies the
CA and CA identification number at any given time and
can be requested whenever necessary. 'The report can also
be programmed to print automatically according to
required specifications. The Demand Report will be
utilized by management in the District of Columbia TRS
for identification of the CA in the event a complaint or
commendation is filed. Employee ID numbers will be

reassigned periodically to protect CA reprisal from former
employees or complaints that may arise.

3.13.1.11 AT&T will have all Communications

Assistant scripts approved in advance in
writing by C&P Telephone.

AT&T CAs will be trained to relay the contents of the call
as accurately as possible without intervening in the
communication. AT&T CAs will not counsel, advise or

interject personal opinions or additional information into
any communication being translated.

AT&T CAs will be high school graduates or have passed
a high school equivalency examination. AT&T CAs will
be proficient in translating American Sign Language
(ASL) text to convessational English and will be trained
to be familiar with and sensitive to the communications
needs of persons who are deaf, hard-of-hearing or mute
and the level of such training will be satisfactory to the
TRS users. I a user requests translation of a language
other than English, this will be provided. Upon request
the customer will be switched to a CA fluent in that
language if one is available.

If so directed by the caller, the AT&T CA will refrain

from making an introductory announcement about the
TRS.




313.15 AT&T CAs will exhibit and maintain typing skills of at-

least 45 words-per-minute within 90 days of employment,
AT&T understands that CAs who

do not meet this
standard will not relay calls.

*3.13.1.6 AT&T will demonstrate that all CAs meet al] necess
S proficiency requirements in the following manner:

*  To qualify for employment, all applicants are required
to pass a Basic S

kills Test, to type a minimum of 45
words per minute, from written and oral sources, and
to possess the spelling skills Becessary to readily spell
words at a beginning college level of conversation. K

applicants do not pass these tests, they are ineligible
for employment.

* AT&T will work with the C&P Telephone to develop
4 training plan and testing criteria to ensure that all
CAs are able to understand persons using limited
English and to translate Emited written English to
standard written English. After the training, all CAs
will be required to take a

"simulated calls® test
involving many of the characteristics unique to deaf
culture and ASL.

* All AT&T CAs will successfully complete a
comprehensive  performance-based Proficien
Examination which meets both community needs and
thos of C&P Telephone. This test will be revised
regularly. AT&T will work with the C&P Telephone
to revise, modify, and change the examination io meet
the specific needs of the District of Columbia,




AT&T CAs are able to quickly and accurately type TT

relay messages. This includes, but is not limited to, the
features that follow.

3.13.1.6.1

3.13.16.2

3.13.1.6.3

3.13.1.64

All AT&T CAs posses basic skills in
English grammar. All potential CAs are
required to successfully pass a Basic Skills
Test. This is a comprehensive test which
covers vocabulary, mathematics, and the
ability to follow and understand directions.

All District of Columbia CAs will type a
minimum of 45 words per minute.

AT&T CAs will possess spelling skills
necessary to quickly and easily spell words
comparable to a beginning college level
conversation. Spelling skil is a
component of the AT&T typing test for
applicants to the CA positions.

AT&T CAs are trained to understand
deaf individuals using limited English and
to translate limited English to correct
written English. The training plan
outlined below provides CA trainees with

multiple training exercises to develop
these skills:

Basic grammar rules for ASL
'The video "Living Language, Say it by
Signing"
* Presentations by deaf or hard-of-
hearing managers and discussions
relative to tramslatiomn and
transliteration.
Written exercises for each trainee to
complete. These exercises are
reviewed by trained instructors for
accuracy. Feedback and additional
training needs are identified, and
remedial action is provided.
Application exercises which simulate
calls processed with ASL.




R L0% L

3.13.1.6.5

All CAs will be considered "fully trained"
to accept calls when they are able to
successfully complete a simulated calls test
involving understanding limited written
English to correct written English. Tt is
important to note that the AT&T CA
training program is a continuous program.
Consequently, CAs are continually
trained, retrained, and refreshed in this

capacity to ensure that they are always
meeting the customers’ needs.

In addition, AT&T will work with C&P
Telephone to revise, modify, or
incorporate any programs necessary to
ensure that AT&T CAs serve their
customers with the highest level of quality,

AT&T will require all prospective CAs to
successfully pass a quantifiable,
performance-based Communications
Assistant Proficiency FExamination. AT&T
has included an outline of the examination
immediately following this section. This
extensive examination will have both an
oral and a written component and will
cover spelling, typing, dictation,
procedures including the handling of
emergency calls characteristics of ASL as
it may be reflected in the written language
of TT users, deaf culture, ethics and
confidentiality, and professional
judgement. The minimum requirements
of the test will be the proficiency skills for
CAs set forth jn the Request for Proposal.

AT&T will ensure that the test material is
not available to the prospective CAs
before testing time. Furthermore, AT&T
will change portions of the test from time
to time. AT&T received the input of
experts in the deaf community in the

development of the AT&T CA Proficiency
Exam Plan.




Any CA who does mnot pass this
examination within a three-month trainin,
period will not be utilized an an AT&T
CA. CAs will be retested at least once a
year. Those that do not pass the annual
test will not handle relay calls.




Assessment of CA Procedures

At the end of training, CAs will handle a set of simulated calls, during which time

they will be observed by trained assessors to ensure that they are familiar with all
aspects of the equipment and related procedures needed to handle calls. This
assessment will ipclude: '

Log-on/log-off procedures

Use of function keys to send standard messages
Use of control keys

Use of standard phrases

Status reports and actions
Call types

Record keeping and charging

The assessors will have check lists covering performance in these areas.

Written Fxamination

The Communications Assistants Proficiency Test will be a written test consisting of
multiple choice questions covering the following topics.

O * Knowledge of deaf culture
*  Knowledge of ASL

-  Basic Grammar of ASL
-  Translation from ASL into English

General Responsibilities of CAs

- Confidentiality fequirement§

*®

General confidentiality

* Requirements-confidentiality of call content,
personal information about participants, call
locations

*

Emergency situations and threats

Specific information which may be shared

*  Penalties for violations




Accuracy requirements

*

Knowledge of CAs respomnsibility
- Professionalism

* This area includes customer service orientation,

sensitivity to customer needs, and flexibility. Examples
of specific situations will be provided, and CA is to
select proper action to be 1aken.

- Call handling procedures

E

This section will test CA knowledge of general
procedures for handling calls

Answering and acknowledging calls verifying
correct number has been reached.
* Announcing calls

* Relay communications requirements

Requirements for translation

- Between levels of English/ASL
* Tone of voice requirements and specific
procedures for dealing with situations such as
answering machines, etc. :

* How to handle various call types

Collect calls
Calling card calls

¢ Calls from hotel/motel
*  R00 service




Communications Assistants Proficiency Exam

Dictation Test

1

Taped examples of sp type them. The samples

] eech will be played to CAs, who will
will include a bisine

ss call, a family conversation, and samples using ASL. The
samples will be ‘evalnated for the following: '
Time required to transcribe
* Spelling
*  Accuracy

The completeness of the transcription of the information in the sample will be
assessed. Samples-with background sounds (dog barking, baby crying, etc.), and
varying voice intonations (angry,

upset etc.) will be included to ensure that CAs are
transcribing such information accurately,

Transcription Assessment

Standard typed passages of speech will be presented to CAs, who will then transcribe
them orally. The display used to present the typed material to the CAs will simulate
O actual working conditions as closely as possible, and will include samples of ASL and
abbreviations which CAs are expected to know. Again, samples will include business

and personal communications. The oral transcriptions will be evaluated by trained
assessors for the following characteristics.

Speech Quality - includes accuracy with which emdtional cues in the text
are conveyed by the CA.

* Accuracy

Completeness of information
- Correctness of translation

- Quality of translation of ASL into English

]
*

Accuracy
Correctness of spoken English

All materials used in these tests will be developed in consultation with users of ASL,

and will be reviewed by deaf, hard-of-hearing and mute consultants to ensure that
the material appropriate assesses the CAs’ skills.




3132 Communications Assistant Training

31321

31322

3.13.23

AT&T has developed an initial and ongoing CA training
plan to ensure that CAs become increasingly skilled in
issues related to American Sign Language "gloss” and
grammar, deaf culture, needs of mute users, and the
operation of relay telecommunications equipment. This
program was developed with the input of Gallaudet
University and the National Technical Institute for the
Deaf (NTID) and has been reviewed by the
Telecommunications for the Deaf, Inc. Ongoing training
will include both simulated and live on-line call handling.

The training will be provided by community experts from
the deaf, hard-of-hearing and mute communities in the
fields of deaf culture, muteness language interpretation,
and ASL, and staff of the District of Columbia TRS.

The training outline is provided immediately following this
section.

To further ensure that the CAs are attuned and
responsive to the needs of relay service users, experts from
the deaf, deaf-blind and mute communities will be
employed. With more experienced deaf managers than
any other relay provider, AT&T is uniquely qualified to
offer these advantages on an ongoing basis.

All CA trainees will be identified to both parties at the
beginning of each conversation to avoid any potential for

criticism of CA quality. The trainee announces to both
parties that he/she is a "CA in training."




Communications.Assistants (Operator) Training Plan -

I  Initial CA Training

A

Disability Awareness Training (Plan included in Part Three, Section 3.6 of this
proposal) '’ ..

About deaf, hard-of-hearing, and mute communities
Getting through the day

In the shoes of your customer

American Sign Language

Using a TT

Continuation of ASL

More about deaf culture

The community you serve

Code of Ethics

Customer satisfaction

Community awareness
Hands-on

Technical Training

Introduction to the District of Columbia TRS Training
Principles of relaying a call

- Opening statements
- Relaying in first person
- Situational call handling

Observations with experienced Communications Assistants
Introduction to the billing tracking system

Training practices for collect, special contact calls

Third number and credit card calls, time and charge, and hotel calls
Headset use and instruction '

Practice opening phrases, relaying in first person '

Observe experienced Communications Assistants use of the billing tracking
system

The billing tracking system practice
Introduction to VDT and Modems
Introduction to work station and equipment




Simulated calls in training environment (to

practice sensitivity and
technical skills learned)

Practice delays in person-to-person calling
Emergency call training and practice

Service program discussion
Videos

- "All in a Day's Work"
- "Easy to do Business With"

Group discussion to follow

Hands-on

Practice calls in simulated environment
Observe coach or trainer

Handle live calls with coach or trainer observation
Constant feedback, discussion, and training where necessary

IL Ongoing Training

A

One Monih

Review of CA experiences up to date; counseling information and guidance
provided

Examples of ASL grammar given for CA transliteration and evaluation
End of day feedback given

Review of specific needs of mute, hard-of-hearing and deaf callers

Review of Voice Carryover and Hearing Carryover capabilities
and discuss the needs of the hard-of-hearing community who is
largest group of users of the VCO feature.

Review of procedure used to correct typing mistakes
Review of TTs and how they work

Review of culture as it relates to how a deaf person was trained in

communications abilities, i.e. ASL vs. Oralism, including lip reading
Review of technical enhancements




Two Months

CA issues counseling and discussion as needed

Update of current deaf events and legislation affecting customers
nationwide and specific to the District of Columbia

Review,of technical operations related to the relay work station

Review and discussion of ASL grammar and syntax

- - History of education of deaf and current educational programs

Review and discussion of issues pertaining to late deafened adults.
Review and discussion of needs of hard-of-hearing community - What

assistive devices are used by these customers and how do they differ from
the deaf community?

Discussion of nationally significant deaf related events
Review of technical enhancements

Three Months

Review of CA experiences to date.

Simulated calls to evaluate typing/spelling skills

ASL grammar/gloss training - highlighting strong ASL examples and how
and when to translate '

Review of answering machine retrieval procedures
Review, learning discussion, and call simulation for:

The need for CA to let TT user know tone of voice of called party
Background noises that may affect call

Discussions and examples given of CA intervention - training administered
where needed on:

k

Passing judgment on call content
- Personal conversation with callers

‘What does it mean to callers if CA intervenes?

Learning discussion - What would impact be to the customer if
intervention happens?

Learning discussion - What would customers’ perception of our

service be? Consider confidentiality, accuracy of information
being relayed ete.

Discussion and review of all mandatory items in the RFP as it relates to
call handling

Review of technical enhancements




Six Months

Review of CA experiences to date highlighting - quality of relaying, quantity,
sense of responsibility, and sense of cooperation.

CA counseling session - Include in this session a discussion on dealing with
a difficult customer

Briefing of current community events
Review of speech impairment issues and relay procedures

Discussion of program at the District of Columbia TRS for CA
participation in deaf, hard-of-hearing and mute community events

* Review of confidentiality and Code of Ethics

* Introduction to community publications available for reading
* Review of typing/spelling skill level '

* Sign language interpreter speaks to group

* Review of technical enhancements

Nine Months

Review of community organizations in the District of Columbia and
nationwide and their goals and activities. How do they support us and the
deaf community? (Speaker)

Introduction to the material available in the office library on deafness -
This includes:

Equipment used by mute and deaf community
Films on deafness and other disabilities

Sign language learning tools, books

Schedule of ASL classes from local schools

Review of typing/spelling skills
Review of technical enhancements

Twelve Months

Employee is given an annual appraisal of work performance by supervisor -

again reviewing categories of quality, quantity, sense of responsibility, sense of
cooperation, and attendance at work.

-

Review of operational requirements for relaying calls

CA counseling session conducted with a professional familiar with stresses
associated with relaying calls

Review of typing/spelling skills




One day seminar - Consists of:

Deaf, hard-of-hearing, mute cultures
ASL grammar and language syntax
Sensitivity issues
", Role of hearing child of deaf parents
" Discuss issues related to deaf children with hearing parents
 Include audiologist to discuss various differences in hearing losses

Annual review requirement of Code of Conduct, confidentiality and ethics
Review of technical enhancements

More Information Regarding Training

* After 12 months of job experience, training continues. On-goiﬁg training.
occurs on a regular basis and includes involvement with the deaf, hard-of-

hearing and mute communities. Individualized CA training occurs monthly
when performance observations are taken. :

Seminars and briefings will take place with all CAs which will include
discussion of on-going events in the deaf, hard-of-hearing and mute

communities, operator counseling sessions, and deaf community speaker
type meectings.

New and revised procedures training will take place on an as needed basis.
This will be dependent upon changes to operating procedures or
technological enhancements that affect call handling and customer service.




3133 Procedure for Relaying Communication

3133.1 CAs will simultaneously convey the full content, context
and intent of the communication they translate. Unless

requested otherwise, the CA will relay all calls according
to the following procedures.

313311

313.3.1.2

3.133.13

3.13.3.14

Upon specific request, District "of
Columbia TRS users who use limited
English will have their calls translated into
standard English so that hearing persons
will be able to understand the call and
commupication occurs. The hearin

person’s English will be translated back
into written English appropriate.for the
language skills of the caller. The TT user
may instruct the CA to voice in standard

English or word for word that which the
TT user types.

CAs will, to the best of their ability, relay
to the TT user non-verbal information
such as the non-TT user’s tone of voice.

The CA will keep the customer informed
on the status of the call, such as dialing,
ringing, busy, disconnected or on hold.
This will serve as a check that the call has
not been disconnected.

‘The District of Columbia TRS TT user
will inform the CA what aspects of the
call he/she will handle. This right to
control is fundamental in facilitating a
conversation; AT&T reinforces this
objective during monthly observations with
ongoing training. For example, the TT
user may request to introduce relay to the

called party, rather than having the CA do
it.




oy, '
LN

3.13.3.15

3.13.3.1.6

3.13.3.1.7

3.13.3.1.8

3.13.3.1.9

3.13.31.10

When explaining relay to a hearing user, .
the CA will type "explaining relay” for the
benefit of the TT user. Conversely, when
the CA needs to explain relay to a TT
user, the CA will inform the hearing user
that he or she is explaing relay.

Upon request by the user, the CA will not
announce a call as a relay call, permitting
the caller to provide the explanation, if
any, The CA will not reveal the caller’s

disability unless the caller requests that
information to be relayed

‘When speaking for the TT user, AT&T
CAs are trained to use a conversational
tone of voice appropriate to the type of
call being made. The tone of voice is
critical in a conversation. !

AT&T CAs will inform the TT user if

another person (hearing) comes on the
line.

At the request of the user, the CA will
redial a busy number up to two times.

All comments directed to either party the
CA will relay. These comments will be
typed in parentheses. For example, "Will
you accept a collect call?” All comments
directed to the CA by either party will

also be relayed. For example, "Yes, I'll
accept the collect call."

If either party uses the third person, the
CA will relay in the third person.

3.133.111

3.13.3.1.12

To correct a typing error, CAs will not
backspace, but continue in a forward

direction by typing "xx' and typing the
word correctly.

‘When necessary, CA will verify spelling of

proper nouns, numbers and addresses that
are spoken.




313.3.1.13

3.133.1.14

3.13.3.L15

3.13.3.1.16

The AT&T CA will stay on the line untii
both parties have terminated the call. If
necessary to process a complaint or

compliment, the call will be transferred to
a supervisor.

AT&T CAs will not counse, advise, or
interject personal opinions or additional

information into any communications they
are translating.

Callers will not be required to give their
full names or the full name of the party
they are calling. The CA will not record
this information in any form without the
permission and knowledge of the caller
(except for long distance billing purposes).

For some calls, having the full name
would help facilitate the calll. The CA
may ask for this information and provide
an explanation ofd how it may facilitate
their call. However, the CA will not
refuse to make a call if the caller does not
wish to give full names.

AT&T CAs will uniformly recognize an "s"
typed at the TT user’s option at the
beginning of a call to indicate that the
user is mute. This will be accomplished
by the CA questioning the customers if
they would like to be identified as (s)

mute. If a response is not provided, the
CA will cotninue in the usual manner.

This procedure will be included in all
information i

- distributed to explain usage of the District

of Columbia TRS.




3.133.1.17 AT&T CAs will leave messages on

o answering machines or other voice
' processing systems if the voice or TT
caller activates one while actually making

the call. Procedures for fulfilling this
e requirement are outlined below:

1. The CA will inform the customer that
an answering machine has beeq
reached and will transmit the full
content of the outgoing message.

2. The CA will ask the caller if he/she

wishes to leave a message on the
machine.

3. The CA will leave the caller’s full
message, either by voice or TT.

4. The CA will confirm to the caller tht
the message has been left.

5. The caller will only be charged for one
0 call regardless of the number of redials
' required to leave message.

3.13.3.1.18 The District of Columbia TRS CAs will
satisfy all user requests to retrieve
messages from voice processing systems
and relay a TT message to a voice user or
a voice message to a TT user. No record
of system access codes will be kept. As
with &l calls information will be destroyed
immediately. The scenarios listed below
list the procedure the CAs will follow in

order to meet this requirement.

Scenario I:

A relay user is away on business and contacts the
District of Columbia TRS. The user requests the
CA to access his or her voice processing system

to retrieve messages. The CA proceeds as
follows,




Step 1

Step 2

Step 3

Step 4

Step 5

Step 6

Step 7

The CA will secure user call detail (.6

from number, retrieved by ANI, to
number, bill detail, etc.).

The CA will request all necessary voice
processing  system access code
information for message retrieval,

The CA will reach the called number

and subsequently the voice Pprocessing
system. :

The CA will advise the user of call
status, ie. that the number has been
asnwered, that the voice processing
system has been reached, and that
access codes are being entered).

The CA will enter the required access
code information.

The CA will relay the retrieved
message as it is delivered.

Once all retrieved messages have been
delivered, the CA will ensure that the
caller is charged and billed for one call
regardless of the mumber of redials

required to secure complete message
retrieval,

Scenario I1;

A TT/PC user contacts the District of Columbia
TRS from his or her home. The user requests
the CA to retrieve messages from the voice

messaging machine located in their home. The
CA proceeds as follows:

Step 1

Step 2

'The CA will secure user call detail.

The CA will request all ‘necessary

access code information for message
retrievall.




Step 3

Stef; 4

Step 5

Step 6

Step 7

Step 8

Step 9

The CA will ask the TT/PC user to
hang-up in order for the CA to redial
the user’s number. The CA will
explain to the user that they should
allow the message machine to pick up
to allow for message retrieval. The
CA will also inform the user that once
message retrieval has been completed
by the CA, they will hang up and redial
the user a second time for message
delivery. The CA will request the
TT/PC user to answer when they
recognize a second call coming in.

The CA will call the customer’s
number, reach the voice messaging

machine, and deliver all access code
information.

The CA will retrieve the voice
messaging information,

Once all messaging information has

been retrieved, the CA will disconnect
the call.

‘The CA will redial the users number a

second time, with the user answering
via TT/PC.

The CA will communicate all retrieved
messages back to the user.

Once all retrieved messages have been
delivered, the CA will adivse the
‘TI/PC user that they will be charged
and billed for one call regardless of the

number of redials in accessing their
messages.



3.13.3.1.19

3.13.3.1.20

3.13.3.1.21

A CA or supervisor who, after investigation, is
found to have violated the confidentiality rules
and regulations will either be terminated
immediately or be given a warning and
automatically terminated on the secopd
occurrence. Outlined in Part Three, Section 2.6,
is the AT&T policy for reviewing alleged
violations of confidentiality. :

Change of CAs in the middle of a conversation is
discouraged. However, if a change is necessary,

the TT user, as well as the voice user, will be
informed.

If the TT customer is typing at the time, he or

she will be notified of the change when typing is
completed.

If a TT user initiating the call requests the
gender of a CA, this information will be
provided. Upon request, the customer will be

switched to a CA of the gender of the customer’s
choice.




In addition to the mandatory requirements, AT&T has included gz

number of additional programs. AT&T firmly believes that all of

these programs are essential in providing a comprehensive training
program. '

* Access to the internal su

pport and EAP will be provided on a 24
hour basis,

The resource managers will organize and lead regular group

discussions, These small groups will meet on a monthly basis,

and discussions will center around common CA experiences and
emotions.




Communications Assistants
Counseling Program

L Tier One Couﬁélélilrgl‘

Objective:

Tactics:

To provide Communications Assistants with a direct contact
who can assist them in handling the emotional aspects of job

related stress and other potential problems associated with relay.
call handling.

Resource manager(s) and in-charge managers will be trained by
qualified counselors and other professionals from the deaf,
deaf-blind, hard-of-hearing and mute communities experienced
in these situations. They will also receive training and support
from AT&T medical departments, The Employee Assistance
Program (EAF), management training, and external seminars.

Counseling will be available 24 hours a day, 7 days a week.

For example, a CA who completes an emotional call and needs

assistance will have immediate access to the resource manager
and/or in-charge manager.

All counseling will be completely confidential. Resource
managers will abide by the same Code of Confidentiality as CAs.

II.  Tier Two Counseling

Objective:

Tactics:

To provide Communicatjons Assistants with a counseling
program to assist them with job specific situations and personal
areas such as alcoholism, drug abuse, domestic situations, and

other issues which may have a dramatic impact on their
performance as an AT&T CA.

Utilize the Employee Assistance Program developed by AT&T
and the Communications Workers of America.

Professional counselors will be trained to understand and deal
with topics and issues specific to TRS and will abide by the
confidentiality provisions outlined in the RFP.

Counseling will be available 24 hours a day, 7 days a week.




Counseling will be completely confidential.

The procedure for utilizing EAP will be;

1.

The CA and the manager will discuss deterjorating job
performance

The manager will describe the EAP, stressing the
confidentiality of the program

If the CA chooses to accept help, a referral will be
made to the employee counselor

If the CA rejects the offer of assistance and job

performance problems do not recur, no further action
is necessary -

If the offer is consistently rejected and performance

problems continue, company policies and wunion
agreements will be followed

The counselor may determine that outside agency help .
is appropriate

Any employee may make a direct request to EAP for
assistance




3134 Handling of Obscenity Directed to the Communications Assistant

3.13.4.1 AT&T CA’s do not have to tolerate obsenities directed at

them. Depending on the situation, the CA will handle
obscenities in the following way:

W,

Scenario 1 -

Scenario 2 -

If a relay call (IT or Voice) is answered
by a CA and obscenities or abusive
language is directed to him/her prior to
call initiation, the CA will question the
caller as to whether or not he/she would
like to initiate call. If no response is
providled by the «caller and this
inappropriate behavior persists the CA -
will transfer the call over to a supervisor
to determine the cause of problem. The
supervisor will document any complaints,

and explain to the caller that this behavior
is not acceptable, '

i a relay call is in progress and
obscenities or abusive language are
directed to the CA by either relay call
party, the CA will interact on the call and
question both parties as to whether or not
they would like the call to continue. If
this inappropriate behavior continues to
persist, the CA will transfer the call to a
supervisor to determine the problem. The
supervisor will document any complaints,

and explain to the caller that this is not
acceptable behavior.




i 3.13.5 Communications Assistant Counseling

Due to the Pledge of Confidentiality and Code of Conduct adhered
to by AT&T CAs, CAs do not discuss any information related to
their calls with other CAs, family, or friends. It is important that
AT&T CAs have access to someone they can trust who can assist
them in dealing with the emotional aspects of relaying calls, They
need to be able to discuss, air their feelings, and to leamn ways' of

dealing with their emotions. CAs will not provide to the support
person the names of callers involved.

To accomplish this, AT&T has developed a CA counseling
program. Au outline of this program immediately follows this
section. This program will be staffed with individuals trained in
dealing with the emotional aspects of relay calls, The staff

providing the support adheres to the same confidentiality provisions
followed by the TRS personnel.

Highlights of the program are detailed below. AT&T firmly

believes that not one, but all of these aspects are critical for a
successful CA counseling program.

* A resource manager within the District of Columbia TRS will
provide support for CAs on a twenty-four hour basis. These
managers will receive training and support from AT&T medical
departments, Employee Assistance Program, management
training classes, and external seminars in dealing with the
emotional aspects of calls, and the potential problems CAs may
face. These individuals will also be trained to understand job-

related needs. Conséquently, CAs will have immediate access to
a trained

ATE&T CAs and all personilel in the District of Columbia TRS
will have access to the Employee Assistance Program (EAP), a
program developed by AT&T and the Communications Workers
of America. This 24 hour service will provide counseling to
employees in other areas which may have a dramatic effect on
CA performance including alcoholism, drug abuse, family
problems, and other personal problems which may influence the
CAs job performance. The professionals at the EAP will also
receive training specific to relay service and will abide by a code
of confidentiality. This will ensure that they are qualified to

handle the unique emotional aspects and difficulties which may
arise when relaying calls.




3.14 Caller-Provided Information

3.14.1 The District of Columbia TRS will utilize Integrated Services Digital
Network (ISDN) with Automatic Number Identification (AN

enhancement in order to automatically determine the complete cal]mg
customer’s number. ANI along with the number the customer is
calling will be utilized to determine if the customer is making a local
or toll call. ANI will enable the CA to increase the efficiency and
speed of call handling and the billing process by eliminating the delays
enchuntered when requesting the calling customer’s number and
waltmg for it to be typed or voiced back by the calling party. This
function also provides a reliable means of preventing caller fraud. -

AT&T has performed extensive research in an ongoing effort to
improve this function not only for relay centers but for numerous other
AT&T activities. AT&T has implemented this enhancement where it
is economically and technically feasible, and has proven that this

process realizes a reduction in call set-up time in those AT&T
Telecommunications Relay Service centers.
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3.15 Staffing for Call Volumes/Usage Patterns

3.15.1

AT&T Bell Laboratories has developed staffing algorithm which
defines and develops staffing patterns as related to call volumes and
usage patterns. AT&T uses this distinctive algorithm which has been
tailored to meet the specific calling patterns of Telecommunications

Relay Service; this system will be implemented in the District of
Columbia TRS.

The AT&T Telecommunications Relay Service algorithm has a number
of distinctive features: ‘

The system takes into account both the average speed of answer

and the percentage delay. Traditional operator forcing systems
only account for average delay.

The AT&T staffing algorithm takes into account characteristics

and factors unique to the District of Columbia TRS and the traffic
handled through the service.

The AT&T Telecommunications Relay Service staffing algorithm

has a custom forcing capability for peak and valley periods. This

will insure efficient and productive use of CAs in the District of
Columbia TRS.

The system forecasts projections on a quarter-hour basis. This
means that the staffing manager is aware of the number of
required CAs in 15 minute intervals. This level of detail ensures
that customers will not experience extended delays
CA in the District of Columbia TRS.

in reaching a

The AT&T Telecommunications Relay Service staffing algorithm
generates daily reports which will be shared with C&P Telephone as
required. These reports include both personmel related and
operational forecasts. The data derived from these reports include:

Average speed of answer
Daily call volumes
Percentage delays
Number of CAs required
Board hours required
Average work time
Percentage occupancy




3.16

Policy and Procedures Manual

]

3.16.1 - AT&T has provided a compreliensive outline of a proposal

Communications Assistant Policy and Procedures manual. This
outline can be found in the following pages.

HAT&T has provided documentation outlining methods and
“procedures immediately following this section. Upon award of the
.. Telecommunications Relay Service, AT&T plans to review its
Methods and Procedures and Training Guidelines with C&P
Telephone. AT&T is confident that these operator standards will
meet or exceed the requirements of the District of Columbia TRS,

Moreover, AT&T is fully committed to the continuous

improvement of TRS Standards and Procedures and will work with
the TRS Advisory Council to do so.




Operator Policy and Procedures Mariual

" Telecommunications Relay Service

Division D
Methods and Procedures Contents'
June, 1990
TABLE OF CONTENTS
I Introduction

1L Call Specific Procedures

Answering and Acknowledging (Voice Calls/Data Calls)
Verifying Telephone Reached and Announcing Calls
Station/Circuit Delay

Reaching Called Party

Collect Calls

Calls Charged to a Third Telephone
Calling Card Calls

Emergency Calls

Calls From Hotel/Motel

800 Service

Timing Station and Person Calls
Quoting Rates and Charges

II1. Miscellaneous

Making Subsequent Attempts
Enterprise or Special Collect Toll Calls




Telecommunications Relay Service

Division D
Methods and Procedures Section 1
N June, 1989
. INTRODVUCTION
kY,
CONTENT
Generél

Service Goals

Employee Goals

Secrecy of Communications -

Code of Ethics and Non-Compliance with Policies
Service Overview

Principles of Providing Service to the Customer

Quality Service and Operating Versatility
Courtesy

Efficiency
Accuracy
Professionalism
Personal Interest
Desire to be of Assistance
Sensitivity to Customer Needs
Flexibility
Phraseology
Using Concise Phrases
Requesting Repetition
Customer Criticism and Commendation
Unfavorable Customer Comments
Customer Asks Specifically to Talk to a Man or Woman
Customer Commendations
Referring Customer to the Manager
Establishing Connection
Language Difficulty Encountered
Customer Uses Profane, Obscene, or Abusive Language




Telecommunications Relay Service

DivisionD
Methods and Procedures Section 2.1
June, 1990
ANSWERING AND ACKNOWLEDGING
TABLE OF CONTENTS
CONTENT
GENERAL

TT Communications
Relay Service Communication

Customer Communication

Answering
Voice Calls

No Response Received
Data Calls

No Response Received

Acknowledging
Voice Calls
PData Calls




Telecommunications Relay Service

DivisionD
Methods and Procedures ) Section 22
' . June, 1990
VERIFYING TELEPHONE REACHED
CONTENT

I
)

Verifying Telefnhone Reached and Announcing Calls
General

Verifying Telephone Reached

When to Verify Telephone Reached
When to Omit Verification

Verifying Telephone Reached

Announcing Call (Statioanérson)
When to Announce a Call - Standard Announcement
Announcing a Person to Person Call

Other Factors to Consider in Announcing Person to Person Calls |
Announcing Calling Customer

Request for Omission of Calling Details
Person Answering Requests Calling Place Name
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Telecommunications Relay Service
Methods and Procedures

STATION/CIRCUIT DELAY

Division)
Section 23
. June, 1990

TABLE OF CONTENTS
CONTENTS

General
Delays Encountered

Called Line Busy
Called Telephone "DA"
No Ring

Reorder Signal

No Circuit Condition Emergency
All Circuits Busy Announcement
Emergency Announcement

Recorded Announcements
Unassigned Code
Equipment Network Trouble

Intercept Report Received
Intercept Operator Answers
Number Changed, Etc.

Distant Intercept Supplies Report Without
Request for Called Number




Telecommunications Relay Service

DivisionD
Methods and Procedures Section 24
June, 1990

REACHING CALLED CUSTOMER PERSON CALLS

’.\‘p '

TABLE OF CONTENTS
CONTENTS

Additional Information Requested by Called Customer
Supplying Requested Information
Withholding Requested Information
Called-Customer Insists on Knowing Calling Details
Calling Customer Agrees to Supply Requested Details ‘
Calling Customer Does Not Agree to Supply Requested Details




Telecommunications Relay Service DivisionD
Methods and Procedures . : Section 2.5

‘ ‘ _ ' ) - June, 1950
COLLECT CALLS

TABLE OF CONTENTS

CONTENTS
Acceptance Conditional On Changing Class From Person to Station

Called Telephone Will Accept Charges if for Station Rate

Called Customer Directs Calling Customer to Call 800 Number
Additional Information Requested by Called Telephone

Information Requested on a Call Which Would Involve Imparting

Nature of Call

Time or Charges Requested by Called Telephone




Telecommunications Relay Service DivisionD
Methods and Procedures Section 2.5
. June, 1990

COLLECT CALLS

TABLE OF CONTENTS

|I\l,\|. \

CONTENTS '

General

Determining Class of Called Telephone
Called Number is a Coin

Determining Class of Calling Telephone

Announcing the Call
Announcement Phrase

Aunnouncement and Acceptance on Person to Person Calls

Automatic Answering Set Reached
TT to Voice

Recorded Announcement Indicates Collect Messages Are Accepted

Recorded Announcement Does Not Indicate Collect Messages Are
Accepted

Recorded Announcement Contains Message
Charge Accepted on Station Call

Charges Not Accepted

Called Party Refuses Charges

Not the Policy of the Called Telephone to Accept Collect Charges
Called Customer Will Not Pay for the Call

Special Condition or Conditional Acceptance on Station Call

Special Action Requested Requiring Change From Station
Classification to Person Classification

Interval of Waiting - Station Call




‘. Telecommunications Relay Service Division D
Methods and Procedures Section 2.6
June, 1990
CALLS CHARGED TO A THIRD TELEPHONE
TABLE OF CONTENTS
CONTENTS
General

Numbers to Which Calls Can Be Charged

Securing Acceptance
TT Customer -
Voice Customer
For TT Calling Customer
Third Number is a TT -
Third Number is a Coin
Third Number is a Hotel
Automatic Answering Set Reached
‘ Intercept Reached

Procedures for Securing Acceptance
Non Coin Voice
Non Coin TT
Coin
Alternate Billing Offered

Charge Not Accepted by Third Telephone
Billing Restrictions

Calling Party States Call is Urgent or an Emergency
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Telecommunications Relay Service ’ DivisionD
Methods and Procedures Section 2.7
June, 1990

'Ill\l. ,

TABLE OF CONTENTS
CALLING CARD CALLS

General

Characteristics of a Valid Calling Card

Composition of Calling Card Numbers
Billing Number

Personal Identification Number
Restricted PIN

Unrestricted PIN
Confidential Nature of Calling Card Number

Valid Card Number
Recorded Announcement
"Thank You" Announcement

Please Dial Your Card Number Again Announcement
Calling Card Number Valid
Calling Card Number Invalid

Credit Card Issued by Foreign Country or Out of State

Called Party Request Collect Call be Billed to Calling Card




Telecommunications Relay Service

DivisionD
Methods and Procedures Section 2.8
. June, 1990
EMERGENCY CALLS
TABLE OF CONTENTS
CONTENTS
General

Emergency Calls and Crisis Calls

Types of Emergency and Crisis Calls

Principles of Handling Emergency and Crisis Calls
Emergency Calls to Official Public
Connection Established

Emergency Calls to Other Than Official Public
Emergency Agencies

Advancing Calls - No Delay




Telecommunications Relay Service
Methods and Procedures

““., CALLS FROM HOTEL/MOTEL

DivisionD
Section 29
June, 1990

TABLE OF CONTENTS
CONTENTS

General
Identifying Hotel Calls

Calling Customer Identity
Manual Quotation Required

Call Handling
Call Received
Paid Call
Other Than Paid Calls

Marking Time and Charges
Delay Encountered
Leaving Word

Quoting Details to Hotel Operator
Charge Quotation

Quoting From Another Location
Hotel Guest Placed Call From Another Telephone

Charge Not Accepted by Hotel Operator ’

Hotel Operator States Charge Cannot be Accepted
Because Guest Has Checked Out

Wrong Charge Quoted to Hotel Operator
Correcting a Wrong Charge
Charge accepted
Charge Not Accepted




0 Telecommunications Rela-y Service DivisionD
Methods and Procedures :

_ Jume, 1990
800 SERVICE

TABLE OF CONTENTS
CONTENTS

General
800 Service Numbers Are Distinctive

Kinds of Calling Customers Who May Request Connection to
800 Service Numbers

Delays Encountered

Two Additional Reorders Fncountered
Vacant Code Announcement Encountered

0 Intercept Operator Reached

Enterprise or Special Collect Toll Charges

Section 210 -




Methods and Procedures

TIMING STATION AND PERSON CALLS

.Telecommunications Relay Service

DivisionD

" Section 211

June, 1990

CONTENTS
General

Start of Timing
Station Calls
Collect Calls
Person Calls

End of Timing

Station or Person
TT

Voice

Time and Charge Requested

Quoting Time and Charges

e,
vy

TABLE OF CONTENTS




Telecommunications Relay Service

| DivisionD
Methods and Procedures Section 212
June, 1990
, QUOTING RATES AND CHARGES -
TABLE OF CONTENTS
CONTENTS
General

Time and Charge Requested

Quoting Time and Charge




0 3.17  Service Provider R'eporting Requirements _

3.17.1 Traffic Reports

. %:17.1.1

AT&T will provide the following written reports to C&P

Telephone on a monthly basis. AT&T will provide more
frequent or more detailed reports upon request.

317.111

317112

3.17.1.13

317.1.14

3.17.1.1.5

3.17.1.1.6

317.1.1.7

Reported by NPA, total daily and monthly

i. pumber of incoming calls
ii. number of ocutgoing calls (including
busy, no answer, disconnected
iii. number of completed calls
iv. number of abandoned calls

Average daily and monthly blockage rate.

Average daily and monthly answer time;
range of answer times for the month.

Average daily and monthly number of calls in
queue (caller is receiving a ringing, waiting to
be answered by a Communications
Assistant); average length of time in queue,

Average monthly length of call, broken down
into call set-up, call duration and call wrap-
up.

Total monthly number of calls of the
following lengths: :

0-10 minutes

11-20 minutes
21-30 minutes
31-40 minutes
41-50 minutes
51-60 minutes
60+ minutes

Usage patterns (number of calls and length
of calls) by hour of day and day of week.
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C 3171110

317.12

3.17.13

3.17.14

3.17.1.5

3.17.1.6

3.17.1.1.8 Number of Communications Assistants on

duty by hour of day and day of week.
317119 Number of local and interstate calls, and
completed call minutes for the month.

AT&T will provide all of the above
mentioned information to C&P Telephone

1o later than 21 calendar days after the close
of each month.

AT&T’s TRS system has the capability to provide for the
automatic electronic production of the above information.

AT&T has submitted the reporting format that will be
used to provide all of the above information. Sample

report formats can be found immediately following this
section. ‘

AT&T's Network and Call Management Reporting System
can be customized to meet the unique needs of the
District of Columbia. There are over 40 standard reports
available for the Automatic Call Distribution system. The
Call Management Reporting System contains over 150
data items which track traffic and call handling data in
either realtime, half hourly, daily, or monthly increments
so that efficiencies can be tracked and analyzed on an
ongoing, accurate basis. In addition to the standard
reports provided with the system, there is the capability to
customize reports on an ad hoc basis, utilizing these data
items. The ability to customize reports allows for a
virtually unlimited ntmber of reports which are tailor-
made to meet specific needs and are available on demand

or can be scheduled in advance. These ad hoc reports can
be provided at an additional cost.

On an annual basis, AT&T will provide forecasted usage

figures and costs to C&P Telephone for the upcoming
year.

AT&T will provide any data not specified above but
required by regulatory bodies.



3.172  Other Reporting Requirements

3.17.2.1 AT&T will report quarterly to C&P Telephone the results
of the user evaluations.

3.17.22 AT&T will provide monthly summary reports to C&P

Telephone regarding numbers of complaints received and
topic areas of the complaints.

3.17.23 AT&T will report to C&P Telephone on a monthly basis

any failures to meet system operational requirements as
provided in Part Three of the RFP.
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4.

Enhancement Fanctions

4.1

Dictrict of Columbia Community Outreach Focus:

At AT&T, we recognize that a comprehensive community and business
outreach and education program is essential to producing maximum
utilization of TRS offerings. More people today than ever before are losing
their hearing. We feel it is critical to emphasize the valne of TRS to all
people, not just those who are deaf, deaf-blind, hard-of-hearing and mute.
All people need to be aware of the increasing presence and availability of

state-of-the-art telecommunications technology which further empowers
users.

AT&T's outreach program is designed to reach all segments of the

community. With the hiring of a deaf or hard-of-hearing Outreach Manager
for the District of Columbia TRS, the person will be responsible for
providing outreach support and implementati

on of the outreach program.
The Outreach Manager will use promotional materials that wiil be

developed specifically for the District of Columbia TRS to share with the
various constituencies who use the service.

Our intent is to educate people who will benefit directly from TRS or who
can share the information with someone who can. In addition, through
education, we hope to heighten the awareness of and sensitivity to the
challenges faced by deaf, hard-of-hearing, deaf-blind and mute communities
among all people. There will also be a major concentration of effort to
educate and to spread awareness to those who are not familiar with TRS.

In the intent to meet the objectives, increase awareness and provide
information to customers and would be customers, it will be best
accomplished with the collaboration of organizations and businesses located

in the District of Columbia that serve deaf, deaf-blind, hard-

of-hearing,
mute and hearing people.

Among the many activities and programs being planned are:

* A series of videotapes introducing consumers to TRS and explaining how
to use it

* A comprehensive marketing program to provide informational materials

for distribution at exhibits, seminars and through direct mail

A complete advertising program and public relations plan to maximize
press/printed media coverage




Outreach programs to inform and educate people at senior citizens
centers, medical and professional organizations, and other groups

Programs aimed at pre-college and post-secondary students

The objectives of this program are to increase awareness of the relay service
and provide information to customers about the District of Columbia TRS
offerings (procedures, enhancements, etc.). These objectives will -be
accomplished by working with national and local advocacy groups such as
Alexander Graham Bell Association of the Deaf, Inc., American Coalition
of Citizens with Disabilities, Capital Metro Rainbow Alliance of the Deaf,
D.C. Association of Deaf Citizens and others located in the nation’s capitol.
There will also be a concerted effort to reach parents of deaf children,

medical professionals, other professionals, community service organizations
and various community groups.’

In addition to advocacy and community organizations,
deaf, deaf-blind, hard-of-hearing and mute individuals such as Gallaudet will
alse be included in AT&T’s outreach program. We will also accommodate

any requests from user organizations or individuals requesting information
about relay service.

major schools for the

The brochures for TRS will contain procedures and guidelines as well as
instructions for complaint resolution in a language understandable by a
majority of the deaf community. AT&T works with many external agencies
and associations to produce promotional materials. In particular, AT&T
will seek C&P Telephone’s input in the production of the brochures, wallet
cards and labels. Copies of brochures and ad campaigns developed for
current AT&T TRS centers can be found in the back of this section,
(Please note reference to Dual Party Relay and TDD will be modified to
reflect new terminology recently adopted by the FCC.)

AT&T’s Advertising and Public Relations organizations will apply their
resources and expertise to ensure that newspapers, radio and television
stations throughout the district are fully informed about TRS, All video
productions will be closed captioned. In addition to developing public
service announcements for radio and television, AT&T will make available

trained spokespersons, television footage and background information on

the relay service to print and broadcast news media representing the general

community as well as media targeted to the deaf, deaf-blind, hard-of-hearing
and mute communities. In the past, AT&T has appeared on five segments

of "Deaf Connection" on cable television’s Silent Network (which is
syndicated across the country) to discuss TRS.




The Outreach Plan includes an inaugural event where a district officia] .
(possibly the Mayor) places the inaugural call to a chosen representative
from the deaf, deaf-blind, hard-of-hearing, and mute community. The call
will be filmed and displayed live at the center where district officials, leaders

and members from the end user community and the media will be invited
to observe.

The plan also includes three yearly events such as a gathering to celebrate
the anniversary of the center as well as a mid-year eveat which could take
place concurrently with a district event of your choosing.

A copy of the Comrfmm'ty Outreach Plan, immediately following this section,

includes AT&T’s recommendations for the activities necessary for an
effective outreach program.




Education/Outreach Program

The focus of the Community Outreach Program is to explain and detail the TRS The

marketing communications will stress that the District of Columbia TRS is top quality and
is committed to the deaf, deaf-blind, hard-of-hearing, and mute co

mmunities.
TRS information will be distributed to various schools, businesses, deaf organizations, etc.
AT&T will utilize Business Listings. AT&T will not Yimit distribution to this list, but will

also include businesses/organizations and agencies that do not have TTs and is unfamilar
with TRS.

The Price Proposal includes the following:

L Deaf Publications/Newsletters

Advertise in deaf publications/newsletters to create awareness of the District of

Columbia TRS. Current advertisements will be utilized with copy revisions
specific to the District of Columbia.

II.  Brochures

Supply the District of Columbia TRS center with brochures about TRS for use
as promotional material

Four Fold Brochure: 50,000 copies
4 color, 4" x 9"

III. Consumer Training Video

Create a closed captioned 10-15 minute training video that will be shot for the
District of Columbia utilizing TRS personnel. It will describe how a TT user, PC
user, and a telephone user will access the service and complete a call. It will also
educate the customer on the procedures of Carryover. This will be a staged call
in a studijo setting using computer animation to graphically depict what happens
onacall. AT&T will request input and final approval from C&P Telephone prior
to any release of the product. Five copies of the training video will be produced
for educating the District of Columbia residents and user communities. This will
take approximately 2 1/2 months to create and deliver.

IV. Business Cards and Stick on Labels
Produce District of Columbia TRS business cards and labels. Labels will be

designed for placement on a telephone so that the TRS number will be readily
available to the customer. They will take 2 months to produce.




VIIL

Directory Listings ;

Directory listings will be placed in the white pages, community services and/or the
consumer guide section of all C&P and other local telephone company

directories, TDI directory and AT&T Consumer Guide. See Part Three, Section
3.11 Telephone Directory Information.

Inaugural Event

This is a one-time event which will take place on or about the opening of the
relay center. District officials, leaders and members of the deaf, deaf-blind,
hard-of-hearing, and mute communities and the media will be invited to witness
the inaugural call between a district official (possibly the Mayor) and a chosen
representative of the District of Columbia end-user community.

Outreach Manager

A full-time manager who is fluent in ASL and deaf culture will oversee the entire
outreach plan.

VIIL. Annual Event

The events will be targeted to at least three different areas within the District of
Columbia. An AT&T local area marketing representative specially assigned to
assist Outreach Managers will provide exhibits that can be set-up according to
TRS specifications. This person is provided by the AT&T TRS business unit at
no additional cost. An AT&T TT and/or closed caption decoder can be raffled
in addition to distribution of promotional gift items (brochures, pens or magnets).

Articles in the District of Columbia publications

Information will be provided to major media in metropolitan and outlying areas

to the District of Columbia as well as to publications that reach deaf, deaf-blind
hard-of-hearing, mute audiences.

Public Service Announcement (PSA)

The PSA can be written as a documentary. It can be filmed in an existing TRS
or in the District of Columbia TRS featuring a prominent local individual. The
PSA will contain information on the District of Columbia TRS that can be aired
on local or radio or TV in 10, 15, 30 and 60 second intervals as well as explaining
how the audjence can get additional information about the service. AT&T will
request input and final approval from C&P Telephone prior to any airing of the
product. The PSA will be closed captioned for the deaf, deaf-blind, hard-of-
hearing and mute viewers. It will take approximately 2 months to produce.




4.2

Adjunct Communications Assistant Counseling

421

The Communications Assistant Counseling Program outlined in
Part 111, Section 3.13.5, provisions for AT&T CAs and all personnel
for the District of Columbia TRS to have access to the Employee
Assistance Program (EAP), a program developed by AT&T and the
Communications Workers of America. This 24 hour service will
provide counseling to CAs for job-specific matters. In addition, the
EAP will provide counseling to employees in other areas which may
have a dramatic effect on CA performance including alcoholism,
drug abuse, family problems, and other personal problems which
may influence the CAs job performance. The professionals at the
EAP will also receive training specific to relay service and will abide
by a code of confidentiality. This will ensure that they are qualified

to handle the unique emotional aspects and difficulties which may
arise when relaying calls.

A resource manager within the Disirict of Columbia TRS will
provide support for CAs on a twenty-four hour basis. These
managers will receive training and support from AT&T medical
departments, Employee Assistance Program, management training
classes, and external seminars in dealing with the emotional aspects
of calls, and the potential problems CAs may face. These
individuals will also be trained to understand job-related stress,
potential abuse from customers, and other specific work-related

needs. Consequently, CAs will have immediate access to a trained
confidant when they encounter difficulties.

These additional CA counseling enhancements are included in
AT&T’s basic TRS service offering.




4.3

Access to M0 Services

431

AT&T continually strives toward the provisioning of Equal
Telecommunications Access for the deaf, hard-of-hearing, deaf-
blind and mute individuals. In this light, we are currently in the
process of defining, testing, trialing and developing operational

processes and procedures in order to provision 900 services for TRS
customers,

However, at the current time AT&T finds it technically infeasible
to provide 700, 900 or 976 services for TRS customers. Should such

service become technically feasible we will work with C&P
Telephone to determine if such a service is required by the
residents of the District of Columbia,
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Additional Power Options

44.1

The center, as described in Part I1I, Section 2.10.1, Back-Up Power,
already has a generator which provides virtually unlimited power

back-up. This generator, included in the basic price, far exceeds the
mandatory 8 hour minimum.




4.5

Additional Switch Options

45.1

A full Maintenance and Admjnistrative Terminal with keyboard,
screen and printer capabilities, on-line system monitoring, real time
programming capabilities which will not take the system off-line,
and the ability to perform preventative maintenance without taking

the system off-line are all features included in the DEFINITY
Generic Series at the basic price. '




4.6

Additional Trainiﬁg

4.6.1

In order to increase the level of customer service and quality,
AT&T will utilize a number of tools which provide ongoing training
in the form of seminars and briefing sessions. The objective of
these tools is to keep CAs informed and updated on issues and
topics relevant to the deaf and disabled communities and state and
national legislation and policy issues. These additional training plan
options are included in AT&T’s basic TRS service offering.

The District of Columbja TRS will provide monthly customer
satisfaction coverage meetings. Led by a Resource Manager, these
meetings provide a group atmosphere enabling CAs to receive input
gained from customer interactions, and to learn and be kep up-to-

date on current events impacting the deaf, hard-of-hearing and
mute communities.

* AT&T’s objective is to host an annual AT&T Special Needs
Conference. Sponsored by the Special Needs Operations Team,
the conference will include representatives from each AT&T
Telecommunications Relay Services Center, representatives from

deaf, hard-of-hearing and mute communities, counselors, and
other interested parties.

Previous conferences provided a forum for input to AT&T and
for the exchange of ideas. Advocates at the conference
discussed issues both on panels and individually. There have
also been working sessions to discuss issues related to
Telecommunications Relay Service and presentations regarding

the Americans with Disabilities Act. Discussed issues related to
CA burnout and stress related issues.

'The District of Columbia TRS will also maintain a "Customer
Bulletin Board." This board will display up-to-date information
on local and national events, issues, and topics important to
deaf, hard-of-hearing, and mute communities, By increasing
employee awareness and knowledge of milestones like the
American with Disabilities Act, CAs are better able to provide
quality service to their customers.




4.7

Knowledge of District of Columbia

4.7.1

As Telecommunications Relay Service provider for the nation’s -
capitol, AT&T will make every effort to include input from
individuals from the many different countries who reside in the
District of Columbia. AT&T believes it is important to the success
of the relay service to include these citizens from a broad range of

unique cultural, social and economic segments of the District. of
Columbia.

AT&T cares about the consumer and will make every effort to
satisfy the needs of our relay users. AT&T will propose to C&P
Telephone the establishment of an advisory committee with

members representing the various cultural, social and economic
populations in the District of Columbia.

This committee will meet once a month initially for the first four
months and then with agreement of the members,
other month. The committee will be used to measure the reactions
of relay users, and provide feedback to AT&T ou h

ow it can satisfy
the users of TRS. AT&T would also use this committee to help

search for qualified candidates for employment in the relay center.

will meet every

Because of the wide range of cultural, social, and economic
segments in the District of Columbia, it is imperative that AT&T
work closely with C&P Telephone and with the advisory committee
to seek and implement solutions to satisfy their needs.

There is no additional cost involved by offering this enhancement.
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4.8

Call Carriage

4.8.1

482

The District of Columbia TRS system will process calls, either TT
or voice originating within the Washington Metropolitan Exchange
Area "WMEA" and terminating within WMEA. This process will
be an enhancement to the call carriage capabilities as defined in
Section 2.3 of this proposal.

AT&T understands that the WMEA is located wholly within the
Washington Standard Metropolitan Statistical Area and that this

exchange area includes Washington, D.C and fifteen zones in
Maryland and Virginia.

A "Network Design Diagram" illustrating this call flow can be found
in the back of this section.

There is no additional cost involved by offering this service
enhancement.

AT&T will provide MEGACOM 800 service to receive calls from

beyond the Washington LATA (either TT or voice) and terminate
such calls within the District of Columbia.

InterLATA calls originating in the District of Columbia where the
customer specifies an Interexchange carrier other than AT&T
would be accessed over local trunks by utilizing that carrier’s access
codes. AT&T has the capability to create a billing record which can

be sent to a District of Columbia TRS customer’s interexch
carrier of choice for billing,

ange
The District of Columbia TRS users will have the capability of
having their relay calls handled by an interexchange carrier of the
caller’s selection other than AT&T (either the presubscribed toll
carrier or the toll carrier requested at the time of the call). Upon

user request, the CA will dial the access code for the selected
interexchange carrier and process the call.

AT&T can provide message call detail to other carriers for
purposes of rating and billing their own calls. We currently have in
place the means of electronically transmitting billing records to
C&P Telephone for billing of its intradistrict traffic. We will
negotiate with participating interexchange carriers the optimal
method of media transmission for their interLATA traffic.




Outilined below is a proposal on how AT&T would offer this
service:

AT&T will create for each relay assisted call an Ezchange Message
Interface (EMI) record as described in Bellcore Publication SRISD

000320. The record will contain, at a minimum

, the following
information: :

a. Telephone number or calling card to be billed (NPA-NXX-
LINE)

b. Originating telephone number (NPA-NXX-LINE)

c.

Terminating telephone number (NPA-NXX-LINE)
d. Date

e. Start Time (the time the calling party is initially connected to
the called party or to an answering machine at the called
party’s number or to a recorded message or intercept for the
called number).

f.

End Time (the time when either the called party or the calling
party hangs up).

g Length of call to the nearest full second (the time between
Start Time and End Time).

Originating and terminating exchange names will be populated in

the billing record by the entity that rates the call, based upon the
"From" and "To" numbers.

1. The District of Columbia TRS would then distribute the virtual

call detail to the customer’s carrier for rating and billing, in
accordance with the arrangements mentioned above.

2. The receiving carrier would be responsible for establishing the

necessary internal procedures for billing the calls and collecting
the associated revenue,

The user would be charged the rates of their carrier for a

point-to-point call, minus any applicable discounts offered by
the carrier,




A "Network Design Diagram” illustrating this call flow can be found
immediately following this section.

C&P Telephone would not incur any additional expenses for
service.
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4.9

AT&T continually strives towards the provisioning of equal
telecommunications access for the deaf, hard-of-hearing, deaf-blind and
mute individuals. In this light, we are currently defining, testing, and
developing operational processes and procedures that will allow us to
provide coin sent paid services for TRS customers. But, at the present time,
AT&T finds it technically and economically infeasible to provide such
services for TRS customers. Among the key issues being faced are the
inability to do real time rated calls, and the lack of coin control by CAs.

AT&T is actively pursuing a solution to these problems. Today, however,

TRS customers using coin telephones must bill their calls to a third party or
to a calling card.

AT&T, at this time, is unable to provide a price to C&P Telephone for this
enhancement.




4.10

AT&T is constantly exploring the use of advanced technology such as the
capability of floating calls between CAs. While we do not currently offer a
TRS system with the multiplex call capability, we may offer such an

enhancement when it results in significant improvement in the service to our
customers.




